PE PIE 
TT 


FÉPATI SET NAN 
METRE 
5 


First BMA 
TANT 

CRT A DU 
Wt PM Ae) os CU Se UTED Fahy 
FY PREV ey ELU tt 

ŒULHE + 


(OH 
Sat 
5 


PA PU 
ACER NENTTEENT 
San 


OMR 
SAUT AR AAA a LEE 
ANRT EP ES AN 
TION 

RATE 


ME 
ANT] 


i} 
que ae ÉoNENr 
Mr 


pasa 
Aer avel 
0 


CAT D ET QU M EL 


0 NAN : 
4 He 3 eee rien 

1 SL Wek Sart 

mae 


ft 


Digitized by the Internet Archive 
in 2023 with funding from 
University of Toronto 


https://archive.org/details/39200212080015 


one oe il 


a on 


PL | 


7 ns 
C 2 


=o 


ci 4 . 
e 4 hy + ee | à 
ee ee oven sees rire 


: 


+ 


= 


De 
VE 
Sr —_ 
S&S 


ard 


Pegi. 
TBE 


Welcome! 


This is the first issue of IT: The — 
People Challenge! We're here on a 
trial basis (we are, you might say, 

“a pilot”) for members of the informa- 
tion technology (IT) community in the 
federal government. Meaning those of 
us whose jobs feature, at their core, 
IT-based systems, services and solu- 
tions. And before you say “But a 
newsletter is the last thing we need,” 
just wait. 
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Volume 1 


Study after study tells us that we as a 
community have some problems. We 
are told we are increasingly becoming 
nomads in a landscape of shifting 
paradigms and changing culture. We 
are told we are plateauing in mid- 
Career and lack many of the critical 
skills we need to be effective in the: 
“new realities.” We are told that we, 
like more and more of those around 
us, will have to “learn a living” in the 
knowledge-based, learning organiza- 
tions around the corner. Our career 
choices and opportunities face 
growing constraints, we are unsure of 
our professional status and identity, 
and we look with some alarm on the 
growing organizational and operational 
implements around us: outsourcing, 
downsizing, restructuring, restraint, 
re-engineering. Yet we recognize that 
these are not all threats; indeed, 
opportunities lurk just beneath the 
surface. What to do? 


The IT Community Management 
Program was launched on February 1, 
1998. It is designed to help motivate 
and equip IT professionals to advance 
their careers, help managers meet 
program objectives and deal with the 
technology management challenges in 
the federal government during the 
1990s. You will be hearing more about 
the program in this newsletter and 
through many other communications 
channels in the coming months. 


uS+s not technology — other 
publications do that much better than 
we could hope to. Our focus is on the 
other challenges and how they affect 
your jobs, career, decisions and 
actions. Our spotlight is on the human 
dimension of the IT challenge. We 
want each and every one of our 
readers to say at least once while 
reading this newsletter, “Yeah, | can 
relate to that!” We do not compete 
with departmental or branch IT 
newsletters, but hope to complement 
them. 


Enough editorializing! We hope you will 
find this newsletter interesting, infor- 
mative and generally worthwhile. To 
achieve that, we need to hear your 
thoughts, suggestions and criticisms. 
lf you wish to contribute, we would be 
happy to hear from you in either official 
language. Please contact the 
managing editor Danielle Potvin at 
(613) 952-8684 or fax your comments 
to her at (613) 957-8700. Welcome 
again, and good reading! Ill 
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“The information age 

will reveal itself only when 
we change our way of : 
thinking ” 


(anonymous) 


Gouvernement 
du Canada 


Government 
of Canada 


iv 


Canada 


Newsletter 


Composition 

The Advisory Committee on 
Information Management is one of 
the main vehicles of consultation 


mation management in the federal 
administration. It is chaired by a 
deputy minister — currently Dr. Ivan. 


tion (they are not formally repre- 
senting their parent organizations). 


Purpose © 

The Advisory Committeeon 
Information Management has a two- 
fold purpose: 


e to provide advice 5 Treasury 
Board Secretariat on such. 
matters as: requirements and 
priorities for new policies and 


and information exchange for infor- 


Fellegi, the Chief Statistician — and : 
made up of 20-25 senior officials at 
the DM, ADM and DG levels, invited _ 
on the basis of personal contribu- : 


: ee learning experi 


- Operation — - 
| The committee holds at least three 
(and up to six) 

__ uled meetings; non-scheduled — 
. meetings may be called by the 
Chair. Copies of minutes are Circu- 

- lated to members and interested : 
non “members. q 

< For more information, please 
initiatives; impact and nc ner : 


tation of policies; adequacy of . a à 941- -2670. Mm 


Government Committee Spotlight a 


Advisory Committee on 
Information ems argues (acim) 


. | current policies and initi tiatives: 


_ management considerations in 
operating departments; 
for IT standards; ; and goverr 


_ ences in applying IT; generally. 
- improving of government-wide ; 


regular, pre- -sched 


call André Bourdon a. 


C go 
forum for: sharing departmental . 
_ plans, sharing el are 


Technology made large 
populations possible; 
large populations now 
make technology 


indispensable. 


Joseph Wood Krutch, 
Human Nature and 
the Human Condition 


Publication 
IT: The People Challenge 


Editorial Board 
John Riddle; Jill Velenosi; 
Doug Redden; Colin Burnett 


Managing Editor 
Danielle Potvin 


Editorial Consultant 
Peter Brandon 


Contributors 

Doug Redden, Peter Brandon, 
Baiba St. John, 

Alex Zahradnitzky 


Production Assistance 
Gilles Bisaillon, Pierre Morin _ 


Graphic design 
Sue Hedger 


. Editing 


Maurice Michaud, Nancy Hoyt 


Page Layout 

Sylvia Gilfix, Suzanne Henrion, 
Suzanne Le Blanc and 
Ginette Lefebvre 


Editorial Policy 

This publication is produced 
under the auspices of the 
Information Technology 
Community Management 
Program. The opinions | 
expressed are those of the 
authors and may not neces- 
sarily reflect official views or 
policy decisions of the 
Government of Canada. This 
publication — and all those 
associated with it — are not 
responsible for errors or omis- 
sions. We may edit your 
contribution before publishing 
it. Where possible, we obtain 
permission from contributors 
before publication. 


Manitoba Interdepartmental 
Technology Forum (ITF) 


Information 
technology 
8 communi- 
«, ties across 
A the 

country 
are 
responding to 
the challenges of 
. change. From 

| - Winnipeg, where there is 
a very strong and proactive Federal 
Regional Council, comes word about 
an interesting community initiative. 
Manitoba ITF is an interest group and 
forum where users and providers of IT 
can exchange ideas and experiences 
at all levels. Its activities are coordi- 
nated through Consulting and Audit 
Canada (CAC) by the 
Interdepartmental Technology 
Working Group (ITWG), and 


membership includes people at all 
levels from 27 departments. 


The objectives of the ITF are: 


e to offer an interdepartmental IT 
support network at the technical 
and managerial levels; 


e to provide a mechanism for 
sharing best IT practices and iden- 
tifying common needs in the area 
of IT; 


e to encourage ongoing dialogue 
between departmental IT special- 
ists, IT managers and line 
managers; 


e to provide a focal point for interde- 
partmental and central agency 
initiatives in the area of IT; 


e to facilitate the sharing of IT 
resources, systems and strategies; 
and 
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e to provide a clearinghouse on IT 
developments that will allow for 
federal departments to better 
manage the technology available in 
the marketplace. 


‘In the nine months following the first 


ITF general session, the group held 
11 events, including Manitoba 
Techmart ‘92, the grand finale. This 
was a tri-partite effort involving all 
three levels of government in cooper- 
ation with the local industry. Priority 
areas for 1993 include: 


e innovative use of technology; 


e an electronic BBS to facilitate 
exchange of information 

e training; and 

e user groups — the need to address 
special needs. 


For more information, call 
Alex Zahradnitzky, Consulting and 
Audit Canada, (204) 983-0355. III 


IT Community Management Program 


Background 


In the spring of 1992, the Advisory 
Committee on Information 
Management. (ACIM) (see related 
item on the makeup of ACIM and its 
terms of reference) decided to create 
a community management program 
for those involved with information 
technology. A report commissioned 
by ACIM, “The CS Profile,” along with 
other reports and studies, had under- 
lined problems and concerns 
affecting the IT community. Included 
‘among these were attracting and 
retaining good people, defining the 
“new” job, addressing the skills gap, 
improving mobility and dealing with 
the IT challenges in government in the 
90s. These studies are consistent on 
at least one point: the magnitude of 


the people challenges facing the 
community. Hence the /T Community 
Management Program. 


Who is the IT community? 


The program will be open to all 
Public Service employees who, as.a 
core part of their jobs, provide 
systems and technology services and 
solutions. 


What will the Management 
Program do? 


The program aims to motivate and 
equip the members of the IT commu- 
nity with information, opportunities 
and skills to help them advance their 
careers and deal with the technology, 
program and management chal- 
lenges of the 1990s in the federal 


government. In the short term, it will 
“pilot” a number of initiatives to 
“improve the lot” of the members of 
the IT community. These include: 


e anassignment program for the 
community to promote mobility 
within government. It is also hoped 
that assignments with the private 
sector will be possible; 


e this newsletter as a forum for the 
community to start a dialogue on 
meeting the people challenges of 
the “shifting paradigms”; 


+ specific events for the NCR and 
some regions to inform members 
of the IT community about, and to 
assist them in dealing with, 
common problems and concerns; 


e astudy of the best practices in the 
IT community across North 
America, hoping that some of the 
good ideas will be transferable; and 
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e _a package of generic job descrip- 
tions in a new format made avail- 
able to departments. This should 
help departments standardize job 
descriptions (where feasible), thus 
promoting mobility. 


The Program Team 


The program is a collaborative effort of 
several departments represented on 
the ACIM. The team developing the 
program is looking for innovative ways 
to help the IT community. The team 
members include Doug Redden and 
Danielle Potvin of Treasury Board 
Secretariat; Colin Burnett, Johanne 
Maisonneuve and Michael Steeves of 
Revenue Canada; and Pat Wilkin- 
Barbeau from Statistics Canada. 
Representatives from departments, 
The Data Processing Institute (DPI), 
the Canadian Information Processing 
Society (CIPS), the Professional 
Institute of the Public Service of 
Canada (PIPS) and the Institute for 
Government Informatics Professionals 
will participate in program initiatives. 
As you can see, it truly will be a 
community effort. 


We need your support 


Have we got your attention? You will 
be hearing more about the /T 
Community Management Program in 
the coming months. The program 
needs your support and participation 
. to be a success! If you feel you can 
help, we urge you to step. forward. 
Please call any of the individuals listed 
in this newsletter for further informa- 
tion. For more information about ~ 
the program, call Doug Redden at 
(613) 957-2419 or Danielle Potvin at 
(613) 952-8684. HI 
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The Institute: Solving the 


Skills Dilemma 


Stress and obsolescence 

It’s easy to become “stressed out” if 
you're a government IT professional 
these days. For one thing, govern- 
ment now relies increasingly on IT to 
increase responsiveness, improve 
productivity and raise service levels. 
As if that weren’t enough, new tech- 
niques and technologies are being. 
introduced so swiftly that it is almost 
impossible to keep up while main- 
taining a full workload. Keeping skills 
current has become a serious 
problem for many of us. 


The Institute to the rescue 

The /nstitute for Government 
Informatics Professionals (“the 
Institute”) was established to help the 
5,500+ IT professionals within the 
Government of Canada upgrade their 
skills and knowledge. Managed by 
Supply and Services Canada (SSC), 
the Institute aims to ensure that 
government IT professionals are 


equipped with the leading-edge tech- | 


nical, professional and business skills 
needed to fulfil the strategic direction 
of informatics in the Public Service. 
Through a competitive bidding 
process, the Institute has established 
a contractual relationship with a 
consortium of the University of 
Ottawa, University of Waterloo, and 
University of Western Ontario, to 
create and deliver a customized 
curriculum of technical, professional 
and business courses. Courses offer 
real-world, leading-edge skills in areas 
essential to government IT profes- 
sionals: Developer’s Workstation; 
Business Process Redesign; Software 
Engineering; Organizational. 
Dynamics; and Client Relations, to 
name a few. The Institute also main- 
tains an Advisory Board of senior IT 
executives from most government 
departments as well as from private 


sector organizations to ensure that 
the curriculum reflects the strategic 
direction of the government. 


A full and accredited curriculum 
All courses are taught by university 
professors, on government premises 
(currently at Phase Ill of Place du 
Portage in Hull), and are offered 
during working hours. Most impor- - 


_ tantly, courses are accredited by 


the universities, so that students may 
pursue a university degree within the 
context of their in-service training 
program. A curriculum of 40 courses _ 
will be developed and offered, in 
English and in French, during the next: 
three years. Seven courses started 
January 1993, and another 4 will be 
added for the start of the April 
semester. Courses cost around 

$130 per day (contrasted with up to 
$400 per day for similar courses 
previously contracted through private 
training vendors) and are contracted 
through your own group’s training 
organization and budget. 


Programs to be offered in 
the regions also 
All of the classroom seats available for 


‘the January semester were quickly 


sold out, resulting in an additional 
three classes being added to the 
schedule and a waiting list of 

50 students for the April semester. 
Feedback on the courses to date has 
been enthusiastic, both from the 
students — government IT profes- 


sionals — and from department 


trainers and executives. Plans are 
now under way to offer programs to 
federal employees in regions across 


Canada in addition to the National 


Capital Region. 


A whole host of benefits 
What are the benefits to you of the 
Institute’s program? 


e Gain university accreditation for 
your learning efforts; 


e upgrade your technical, profes- 
sional, and business skills; 


e® access recognized, world-class 
education and training in English 
and French; 


° all attend courses on government 
premises during the daytime; 


e courses that are customized for the 
special needs of Public Service IT 
professionals. | 


e updating skills means opportunities 
for professional development and 
career advancement. 


How to get in touch 

For more information about the 
Institute and its programs, call Lisa 
Ersil at (613) 956-4259. III 
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Using IT to Enhance Service: 
TBS’s Partnership Initiative 


The federal government spends some 
$3 billion annually on IT. Recognizing 
both the magnitude and the critical 
nature of this investment, Treasury 
Board has developed, with the aid of 
government departments, industry 
associations and the private sector, a 
strategic direction for managing infor- 
mation and technology over the next 
decade. Enhancing Services Through 
the Innovative Use of Information and 
Technology presents a vision of future 
service delivery by the government to 
its clients, and identifies possible 
initiatives that could be used to 
improve service to the public and 
increase productivity. 


In concert with this strategic direc- 
tion, TBS has also established a 

_ Partnership Initiative to encourage 
joint ventures, cooperative activities 
and innovation in the development 


and application of IT. Although 
departments will have to jointly 
finance most of these activities, there 
may be circumstances where TBS 
may also be prepared to participate. 
Promising projects that provide 
improvements in the areas of Health 
and Safety; Security; Investment and 
Opportunities; and Levels of Service 
have priority. 


Some of the departmental initiatives 
that have already benefited from the 
Partnership Initiative are: 


e Environment Canada, in coopera- 
tion with Industry, Science and 
Technology Canada, Federal 
Environmental Assessment Review 
Office, National Archives of 
Canada and National Defence, is 
carrying out a feasibility study and 
functional design to develop a 
thesaurus and a natural language 


interface for a departmental infor- 
mation holdings management 
capability (MGIH); 


e Industry, Science and Technology 
Canada, in cooperation with 
Treasury Board Secretariat, Supply 
and Services Canada, Statistics 
Canada, Communications Canada 
and the Manitoba office of the 
Canadian manufacturers 
Association is setting up a busi- 
ness centre to improve business 
access to federal services; and 


e Privy Council Office is developing 
automated media monitoring 
services using multimedia tech- 
nology. 


You may have an initiative that quali- 
fies. For assistance or further informa- 
tion, contact Information Technology 
Management, Treasury Board 
Secretariat at (613) 957-2476. III 
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Publications 


This column announces and presents 
brief reviews of books, articles, 
newsletters and publications relevant 
to the IT community. We invite you 

to send us your reviews of such 
materials. 


H New Titles 


Reinventing Government: How 
the Entrepreneurial Spirit is 
Transforming the Public Sector, 
by David Osborne and Ted Gaebler, 
Addison-Wesley Publishing 
Company, Inc., 1992. 


Process Innovation: 
Reengineering Work through 
Information Technology, by 
Thomas H. Davenport, Harvard 
Business School Press, 1992. For 
excerpts, refer to Information Week, 
November 16, 1992, p. 92. 


Infotrends: The Competitive Use 
of Information Technology, by 
Jessica Keyes, McGraw-Hill, New 
York. For a brief review, refer to 
Information Week, November 30, 
1992, p. 36. 


The Computer Professional’s 
Guide to Effective 
Communications, by Alan R. Simon 
and Jordan Simon, McGraw-Hill, 
New York. For a brief review, refer to 
Information Week, November 30, 
1992, p. 36. 


The Information Society: New 
Media, New Choices, 
Communications Canada, 1992. 


Telecommunications: Enabling 
Ontario’s Future, Ontario Ministry of 
Culture and Communications, 1992. 


Inventing Our Future: An Action 
Plan for Canada’s Prosperity, 
Steering Group on Prosperity, 1992. 
To order a copy, call 
1-800-387-9601. 


Electronic Dissemination 
Partnerships is a newsletter 
published by the Interdepartmental 


Working Group on Database Industry 
Support. It deals with electronic 
dissemination issues, news, events 
and ideas. For a copy, call the 
publisher, Mary Frances Laughton, 
Communications Canada, at 

(613) 990-4316. 


EH Review 


Paradigm Shift: The New Promise 
of Information Technology, by 
Dan Tapscott and Art Caslon, 
McGraw-Hill, Inc. 1993. (The authors 
are senior professionals with DMR, 
Inc. in Toronto.) 


A paradigm is an intellectual frame of 
reference bounded by accepted 
truths (or axioms). For instance, 
Newtonian mechanics’ accepted 
truths would have us believe that the 
light from a flashlight heading toward 
us will reach us at a speed equal to 
the sum of the speed of light leaving 
the flashlight plus the speed of the 
flashlight. Einstein’s theory of relativity 
said not, and the Newtonian 
mechanics paradigm shifted 
because the accepted truths 
bounding it changed. When that 
happens, all methodologies and prac- 
tices that had been developed (predi- 
cated on the accepted truths) can 
also change dramatically. Thus the 
premise of the book: a fundamental 
change is taking place in the nature 
and application of technology to busi- 
ness, with far-reaching implications 
for you and your organization. In fact, 
the authors point out, there are actu- 
ally four interrelated paradigm shifts 
occurring simultaneously: in the busi- 
ness environment and the market- 
place; in the nature and structure of 
the organization; in the geopolitical 
order; and in the information tech- 
nology. The book focuses on the IT 
paradigm shift and its implications, 
and in particular on the way IT plays 
an increasingly critical role in the way 
humans work together and organiza- 
tions operate and interact. 


With IT we are moving from personal 
to work-group computing; system 


“islands” are being integrated; and 
the organization reaches out through 
“inter-enterprise computing,” creating 
electronic links with clients and 
suppliers. The new technology para- 
digm encompasses, we are told, 
three critical shifts: the maturing of 
network computing; the use of open 
systems, standards and standards- 
based architectures and, the authors 
argue, they are not simply providing 
benefits: they are an imperative for 
success; and software is making the 
transition from craft to manufacturing. 


The authors explore five themes in 


the transition to the new paradigm: 
achieving a new vision of the busi- 
ness as it is shaped by the new 

IT paradigm; re-engineering the busi- 
ness; the role of architecture; func- 
tional realignment of the IT organiza- 
tion; and the leadership challenge. - 
The information age, Tapscott and 
Caslon suggest, is entering a second 
era. We are witnessing a shift from 
the first era — the age of the IT 
strategic plan as the IT priesthood’s 
sermon from the mount — to the 
second era, the age of shared vision, 
synergy and continuous learning — 
action. : 


_ The authors propose no immediate — 


successor to the IT Strategic Plan, 
but suggest that whatever works to 
achieve a shared vision is useful. In 
this context, they propose seven 
shifts in the approach to IT planning: 
achieve strategic synergy between IT 
and the program (business); put the 


~onus on the owners: the program 


(business managers); leverage 
learning, and in particular learning 
together; reach out externally, 


- beyond the walls of the organization; 


do not let the current organizational 
chart guide your travails; indulge in 
sharing information to give everyone a 
more complete picture and stimulate 
cross-functional cooperation; look for 
results quickly, and plan to build on 
these successes. A timely book and a 
highly recommended read. Ill 


Calendar of 
Events. 


March 31 - apa 2: 


Quebec Business & Computer : . ; 


Show, Quebec City — 


e Convention Centre. — - 


1 (18) 2 252- 7791. 


:. April 1344 _. 
| The 1993 Open Se iS Sho 
. Metro Toronto Convention 


Centre. Call Fawn Annan at 
Ep 8 229-2298, _ 


April 21 -22: 


_ The a pd 
_ Systems Conference, Canadian | 
_ Exposition and Conference | 
_ Centre in Toronto. - : 
~ Call Glenn Matheson Be 
|” (416) 497- 9662, ext. 378. 


: April 21: 
: OUEN ln Should We 


Work at Home? Data Processing 


Institute. (DPI), Ottawa. Call 

_ (613) 996-3228 for registration 
_ ($25 members; $40 non- 

à see  . 


April 26-30: 


CIPS Annual National Conference : 


: Informatics ‘93: Focus on 
_ Change. Calgary. Contact 
(403) 261-5744. 


_ May 4-6: 


_ Client/Server World and Software 
~ World, Metro Toronto Convention 
_ Center. Contact (508) 470-3880. 
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Keeping an Eve on the Joneses 


The American Scene 
: e The Clinton-Gore administration is 


raising a lot of hope in the IT 
community in the U.S. Both — and 
in particular, Vice President Gore — 
are technology-literate. Their 
Technology Policy Program has six 
points: invest in a 21st century 
technology infrastructure (e.g. a 
very fast national information 
highway); establish education and 
training programs for a highly 
skilled work force; invest in tech- 
nology programs that empower 
small businesses; refocus federal 
R&D programs on critical technolo- 
gies that enhance industrial perfor- 
mance; leverage the national R&D 
investment; and create a world- 
class business environment for 
private sector investment and 
innovation. Vice President Gore is 
in charge of implementing the 
program. 


Nine hundred numbers: not just 
for adult entertainment anymore. 
Government agencies in the U.S. 
are using 900 numbers with good 
results to deliver information 
services, sometimes at a profit. 
Some of the examples: the U.S. 
Bankruptcy Court offers computer 
screen and audio access to court 
records; Ventura County is sending 
out building and zoning information 
via a 900 number dial-in fax; the 
Orange County Law Library 


~ provides access to databases; 


the San Diego Municipal Court 
offers a service where the public 
can ask questions regarding their 
traffic violations. (More on this 
subject in Government 
Technology, January 1993). 


Down Under 
e Commonwealth Government: IT 


News is a newsletter published by 
the IT and Systems Groups of the 


Australian Department of Finance. 
Even though we do not have the 
latest copy of IT News, some of 
the stories in an earlier issue have 
caught our eye. In particular: the 
sixth edition of the Commonwealth 
Managers Toolbox — a collection of 
the most commonly used govern- 
ment manuals and documentation 
(e.g. Finance Manual, Government 
Directory, Government Security 
Manual, etc.) and legislation on 
CD-ROM — was released, with a 
variety of new items. The informa- 
tion can be searched electronically. 
A new addition includes an IT 
Buyers’ Handbook, which provides 
agencies as well as suppliers, 
contractors and consultants with a 
better understanding of the 
government’s IT procurement 
process. Ill 


If it ain’t broke, fix 
it anyway! 


Explains PepsiCo CEO 
Wayne Calloway: “The test 
of management is the nerve 
to change. When you’re 
coming up on a curve at 
90 miles an hour, 

having a good 

time with the 

top down, 

you'd better 

look out and 

decide to do 

something 

different.” 


Lu 


Trends & Facts 


Complex technology 

and outsourcing: is there 
a link? 

It seems that the more complex the 
technology, the more likely it will be 
outsourced. Case in point: telecommu- 
nications. It appears telecommunica- 
tions, which is rapidly increasing in 
complexity and sophistication, will see 
rapid growth in network outsourcing. 
According to a recent report from Frost 
and Sullivan, the U.S. networking 
market will more than triple between 
now and 1997. 


Multimedia kiosks 


The information ATMs are all the rage in 
the way information is delivered to, and 
exchanged with, the public and 
employees. Large and small kiosk 


initiatives to connect the public with 
various levels of government are under 
way at state, county and city levels in 


the U.S., from California and Hawaii to 


Tulare County and the City of Mercer 
Island, Washington. Closer to home, 
some 129 InfoCentres are being set Up, 
mostly in Canada Employment centres 
across the country, where technology 
will be available to allow the public to 
access government information. Some 
4,000 Job Bank kiosks in 400 employ- 
ment centres and 250 public sites are 
planned by Employment and 


Immigration Canada. Northern Telecom : 


is installing Employee Communications 
Centre kiosks with touch screens at six 
manufacturing sites to ensure that plant 
floor workers can easily stay abreast of 
the latest company news. For more on 
information kiosks, call lan Sinclair at 
(613) 957-2460. 


We need your feedback! 


< < propose: à 
_. alism: Dealing with divided loyaiti 
_ We look forward to stimulating 


Open Forum 


This newsletter i isa vehicle for : 
dialogue. We want to open this = ™ 
space to open dialogue and airing jot 
_ views on topics of interest to the 
= community. Themes we are 7. 
contemplating include: IT Standards: 
. A or ds Ethics and 


“Ethics and Pigeon . a | 


ontributions and ideas for other 


on themes. 


Please take a few minutes to give us your thoughts on this newsletter. Please fax your feedback to Danielle Potvin at (613) 957-8700. 


Please indicate if you find the various sections of our newsletter useful (please check the appropriate box): 


Very 


It: The People Challenge Sections Useful 
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Editorial 


Bruce Rogow, Executive Vice 
President, Gartner Group, had inter- 
esting things to say at an IT confer- 
ence his company co-sponsored last 
year on “Recalibrating the Role of IT” 
(and the IT community, we might 
add). Rogow claims that we are 
entering “a perilous five to six-year 
period. “In the 1980s,” he claims, 
“the changes were reactionary — 
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many were ad hoc. They were not 
necessarily the result of a rational 
approach.” In the 1990s, Rogow 
contends, there is a change of atti- 
tude. We are moving away from a 
hierarchical, complex structure, to a 
simplified structure that focuses on 
quality, downsizing, and efficiency. 
The process of planning has itself 
changed. “In the 1980s, you knew 
the rules. Now, you don’t!” As a 
result, we are faced with: 


e instability — both political and 
economic; 


e adesire for “a world-class focus”; 


¢ acompulsion to “search for a 
vision’; 

e aneed to achieve a competitive 
edge; 


e achanging work force; and 
¢ environmental concerns. 


Instead of a single market within our 
client communities, there are now 
“markettes” — small, diversified areas 
that form their own markets with 
their own sets of needs and circum- 
stances. “It looks like an amoeba — 
they constantly change size and 
shape.” In order to successfully 
address these markettes, we must 
create “taskettes and timettes!” We 
must be capable of responding 
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differently to each situation. “You 
realize you can’t do it all. You need 
partnerettes!” And to complicate life, 
each new partner brings its own set 
of technologies and standards. 


The result, says Rogow, is that the 


- ability to coordinate the manage- 


ment process of the econo-system 
becomes a competitive advantage. 
Management must coordinate, 

communicate, and control. And the 
coordination must be in real time! In 
addition, it’s not the information that 
iS important, it’s the use of the infor- 


. mation! And, in all of this, the true 


goal is interoperability, coordination, 
and flexibility. Rogow thinks that 
what we need is a dynamic organi- 
zation that is capable of forming its 
own econo-system, where the tech- 
nology is coordinated and flexible. 


In the 1980s, within an organization, 
there were “entrenched architec- 
tures” and groups that were fero- 
ciously loyal to them. These groups 
were at war with each other. You 
can’t do that anymore, Rogow says. 
To succeed, “you must isolate your- 
self from the technology and the 
vendors.” Interesting concept: the 
Gartner Group has adopted a new 
term: middleware. It connotes a 
collection of applicable standards. 
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Thus, by adopting the correct e the future may not happen! 
middleware for your organization, Vendors may be unable to deliver 
you can utilize your applications to on their promises; 


deliver the services your users need. oe | : 
e itis preferable to “play the game 


Finally, Rogow thinks that if we want as a better, not a gambler”; 
to survive and thrive in the 1990s, 


we must realize that: e alot of companies are not going 


+ to succeed; 
e “tactical considerations define the 


: e the end-users will define the next 
strategy ; 


platform — not the vendors; 
e centres of data will replace data 


e we will be dealing with platforms © 
centres; 


that are not yet stable; and 
e strategic technologies have life 


cycles of only 12 to 18 months; * open systems are driving down 


the price of proprietary 
° coexistence in technology is. systems. Ill 
becoming an advantage; 


e data and programs can become 
a liability instead of an advantage; 


We thank you for your kind words on our maiden issue. We will appreciate 
your continued contributions (please see our “Open Forum” column) and 
feedback (see the feedback sheet inside). Please contact Danielle Potvin 
at (613) 952-8684 or send her a fax at (613) 957-8700. Good reading! 


IT: The People Challenge is now available 
through the following notice boards: 


e The CS-BBS of the Professional Institute of the Public Service 
of Canada (PIPS). For information, call Dennis McCarthy at 
(613) 991-6984. 


e The Office of the Comptroller General. The access number is ; 
(613) 957-7054 and you need to register on the TBS/OCG Information 
Network. Information Technology professionals working in OCG/TBS 
can just enter AIN, RIB or OLIN at the DOS prompt. The help line is 
(613) 957-7065. 


e National Defence, ISSC BBS. For information, call DIS OPS 3-2-4-2 
Cary Honeywell at (613) 995-5886. 
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opinions expressed are those of 
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Canada. This publication — and all 
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omissions. We may edit your 
contribution before publishing 
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permission from contributors 
before publication. 
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Composition and targeting. 
This subcommittee of the 
Treasury Board Secretariat 
Advisory Committee (TBSAC) 
provides advice and recommen- 
dations from a senior manage- 
ment perspective on key aspects 
of information management (IM) 
policy. The members of the 
subcommittee are DMs and 
equivalent. Provision is made for 
members with observer status 
from the Privy Council Office, 
Treasury Board, CCMD and 
PS2000. The chairperson is a 
DM or equivalent. The target 
audience for the TIMS is the 
DM/ADM community, CCMD and 
the private sector and other levels 
of government. 


Function. The subcommittee 
provides three major thrusts: 


¢ policy review, advice and 
support, i.e., provide ongoing 
review of the IM policy frame- 
work; promote the implemen- 
tation of government policies 
on IM; and act as a forum 
for discussions on “best 
business practices” and 
“best IM practices”; 


e leadership in the senior 

management ranks, i.e., define 

~ and highlight business implica- 
tions and strategies related 
to IM; identify government- 
wide “windows of opportu- 
nity”; and act as a focal point 
for IM-oriented research and 


Government committee spotlight: 
TBSAC Information Management 
Subcommittee (TIMS) offsite 


pilot projects and for the 


dissemination of results; and ~ 
+ communication and education, 


i.e., enunciate requirements for 
senior executives and 
managers’ IM education and 
communications programs; 

act as a “clearinghouse” for 
“best IM practices”; and act as 
a forum for the education of its 
members. 


Results to be achieved. The 
results to be achieved include: 


e aconsensus-based strategic 
Context, vision and infrastruc- 
ture for IM across departments 
and central agencies; 


e develop a belief among the 
DM/ADM community in the 
strategic role of IM in delivering 
government services; 


e facilitate successful pilot/ 
demonstration projects; and 


e share the government’s corpo- 
rate information management 
strategies with the private 
sector. | 


Here is a sampling of the 
strategic issues considered to 
date: 


e renewing service delivery; 


+ electronic commerce (including 
EDI and EFT); and 


e¢ telecommunications infrastruc- 

. ture needed to be in place for 
the government to do busi- 
ness electronically. 


Telecommuting: 
Comfortable here, 
yet like being there 


Telework. Telework permits organi- 
zations to explore new forms of 
work arrangements that leverage the 
potential of IT and telecommunica- 
tions. It involves working ata 
distance from the traditional work- 
place. There are many forms of tele- 
work: working at home (e.g., trade- 
mark examiners at the Canadian 
Trade Marks Office); mobile work 
(OAG auditors and weights and 
measures inspectors at the 
Department of Consumer and 
Corporate Affairs); and distributed 
offices (at the Ontario Region of the 
Department of Communications). 


Distributed office. Today we are 
focusing on the distributed office 
project. The Department of 
Communications, in cooperation 
with the Canadian Workplace 
Automation Research Centre 
(CWARC) established a distributed 
office project in Toronto, and an 
offsite work centre in Burlington, 
Ontario. Over 20 employees who 
were commuting long distances to 
work in downtown Toronto now 
work closer to home, burn less 
gasoline, release fewer pollutants 
into the atmosphere, clog the high- 
ways a little less and spend more 
time with their families. 


The microcomputers at the 
Burlington off-site centre are linked 
into the main office, allowing 
employees to communicate the 
same way they did before. Donna 
Bently, a telecommunications 
analyst working at the off-site centre 
says, “The essence of my job did 
not change at all. Through modern 
technology, my job remained 
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identical in every way. Clients and 
colleagues continue to communicate 
with me in the same manner they 
did before the move.” What has 
changed, however, is that the 
management of human resources 
has become more output-oriented. 
Managing by — and for — results 
supplants traditional methods of 
visual supervision. For a change, it 
isn’t presence that counts; it is 
impact and outputs. 


Dave Lyon, Executive Director, and 
a champion of the telework project, 
says, “By establishing a workplace 
closer to where people live, 
employees save time and money. 
The idea is to provide an incentive 
to encourage staff to stay with the 
department longer. The response 
from employees has been terrific — 
staff are really excited about this 
project.” Plans for a second and 
third off-site work centre are 
proceeding. In the meantime, the 
Ontario Region and CWARC will 
evaluate the project as it proceeds 
through its pilot phase. If you’re 
holding your breath on what the 
outcome will be, listen to 

Don Walker, manager of the 

- Telework Project: “It is satisfying 

to see employees so thrilled with a 
solution to commuting — it has given 
them some of their lives back.” HI 


For more information on the 
Department of Communications’ 
Distributed Office Project, call 
Don Walker at (416) 973-6144. 


Putting a bunch of people 

to work on the same problem 

doesn’t make them a team. . 
(Gerald Weinberg) 
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IT career: Where is yours going? 


Mike, tell me about your 
assignment with the Spicer — 
Commission. 


Sure. | managed the installation of 
the LAN for the commission, 
installed and managed the software, 
mastered the use of the Data Base 
Management System (DBMS) and 
helped the commission team with all 
its statistical analysis. There was an 
enormous amount of information 

to store. 


Was the experience worth it 
to you professionally? 


It was a big job, but a rewarding 
challenge. | had to take on more 
responsibility and manage my team 
and myself in a more professional way. 


Has it helped your work at your 
department? 


Very much so! First, | have more 
confidence in my ability to handle 
complex projects. | now have a 
different view of my role as an IT 
professional, I’m not just someone 
creating specifications and super- 
vising programmers. I’m someone 
who must show my colleagues how 
we can put information technology 
to work to help meet program goals. 
Besides giving me a different 


perspective on my job and a wealth | 


of experience, when | returned 
“home” | also became an accom- 
plished project manager with 
responsibility for several major LAN 
applications within the department. 
These applications run on many of 
our LANs right across the country. 


Would you advise other IT 
professionals to do what you did? 
Yes. Short-term opportunities give 
you a broader perspective on your 


profession. My assignment with the 
Spicer Commission did that. Both 
my employer and | benefited in the 
short-and long run. The government 
solved a short-term problem by 
using its own resources. And now it 
has a happy professional with the 
experience to repeat the success 
back in his home department. 


On a personal level, | benefited from 
the challenge the assignment 
presented. When | went home, | 
didn’t know if l’d be able to solve all 
the problems that would face me | 
the next day. But | did. It boosted 
my self-confidence. 


Although it’s not verbatim, the above 
conversation Sums up a chat | had 
with a colleague about his short- 
term secondment with the Spicer 
Commission. When | joined the 

IT Community Management Project 
(ITCMP) team, | wanted to put in 
place a program geared to IT 
professionals at all levels. The 
Advisory Committee on Information 
Management (ACIM), which 
launched the project, has approved 
an IT Assignment Program (ITAP) 
for IT professionals to encourage 
mobility, to enhance training and 
experience and, whenever possible, 
to solve short-term management 
problems from within the Public 
Service. 


An assignment through ITAP is a 
temporary move to another federal 
department or agency, or even the 
private sector. It allows managers 
to adjust to operational constraints 
and technological changes and 
employees to enjoy career develop- 
ment opportunities, risk-free. 
Departments looking for short-term 
resources for specialized work can 
register these requirements in our 


job inventory. The range of work can 
be at any level up to and including 
the executive level. Professionals in 
IT within the federal Public Service 
can register with the personnel 
availability inventory. When there is 
a match, interviews will be arranged 
between departments and 
individuals. 


The ITAP is jointly managed by - 

the Institute for Government 
Informatics Professionals and 
Statistics Canada. In addition, | have >: 
volunteered to act as a consultant : 
to IT Community members who 

wish to discuss career planning 

and management. My goal is to help 
you put your career in perspective 

and perhaps help you to create a 

new road map for the future. | 

(Colin Burnett) can be reached at 

(613) 994-2679. III 

For more information on ITAP 

and to register in the bank of 
candidates for assignments, call 

(613) 951-9471. 


Farcus 


© Farcus Cartoons Inc. 1990 


The Institute: 


_ Give yourself credit 


It’s all too easy for government infor- 
matics professionals to become 
concerned about, and even to 
despair of, keeping up with the rapid 
changes of technology and tech- 
niques in the workplace. Just 
retraining to update skills and 
reviewing publications is a 
full-time job in itself. 
Understanding what 
the training and 
articles mean in the 
government 

context is an addi- 
tional burden. 


In a joint effort 
between the 
government and 
the University of 
Ottawa, the 
Institute’s 
courses have been custom- 
designed to meet the special needs 
of government informatics profes- 
sionals. Since all courses are taught 
on government premises during 
working hours, it’s easier to keep 
your skills Current without sacrificing 
your hard-won leisure time. And 
accreditation means you can 
choose to work towards exciting 
new personal and professional 
goals. 


Toh ce 


INSTITUTE 


Here’s a peek at just four of the 
courses currently offered by the 
Institute, any one of which might be 
useful to you in your work today. 


Client Relations. The 1990s have 
been described as the “Decade of 
the Customer” and this is as much 
areality for informatics professionals 


Newsletter 


as for any other. This course intro- 
duces you to the skills necessary to 
improve client relations. Topics such 
as Client management, building 
trusting relationships, managing 
expectations, understanding the 
à clients perspective, evaluating 
needs and consulting are 
F discussed and brought to life 
through several in-depth govern- 


_ ment case studies. Managing 


conflict, persuasion, facilitation and 
communication skills are also 
emphasized. 


Software evolution 
and 
re-engineering 
deals with realizing 
the benefits of 
modern method- 
ologies for devel- 
oping software during the most 
costly life cycle phase: maintenance. 
You'll learn how to apply structured 
methodologies to, and how to 
reuse, new and existing software, 
and how to leverage modern CASE 
technology. The course addresses 
configuration and release manage- : 
ment that are common to iterative 
development approaches and to 
maintaining applications. The course 
also reviews the purpose of re-engi- 
neering tools and applying them to 
existing systems. 


Distributed systems examines the 
architecture of systems distributed 
over several platforms, including 
benefits and potential pitfalls. It 
describes practical applications and 
views the current state of the art 
using case studies from government 
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and industry. The emphasis is on the 
application of networks (“what is a 
distributed system for?”) rather than 
on the details of the underlying 
technology. This course deals with 
topics such as distributed data- 
bases, client-server, file transfer, 
transaction processing, EDI, LAN 
and WAN components and more. 


Business process redesign deals 
with the transformation of the 
business and information systems 
through leveraging modern informa- 
tion technology. You will learn the 
concepts and techniques of busi- 
ness analysis and modelling as well 
as process analysis and redesign. 
There is a strong emphasis on case 
studies as a learning tool. The labs 
and assignments will include the use 
of CASE tools. 


Each course encompasses a half a 
day a week for 14 weeks, as well as 
assigned projects and lab work in 
some cases. The next semester 
begins in September. Courses cost 
$790 each and to register, you just 
complete a PSC-GC 211 “Training 
Application and Authorization” form 
with approval from your manager or 
training department. To learn more, 
or to review the course descriptions 
for all Institute courses, call Lisa Ersil 
at the Institute at (819) 956-4259. 
And give yourself credit! WI 


The opposite of a correct 
statement is a false statement. 
But the opposite of a profound 
truth may well be another 
profound truth. 

(Niels Bohr) 


Open forum 


This newsletter is a vehicle for 
dialogue. We open this space to 
dialogue and an airing of views on 
topics of interest to the IT commu- 
nity. Our readers are encouraged to 
send contributions and views, in 
either official language, via fax, SEN, 
GEMDES or diskette. For the inau- 
gural forum we proposed: Ethics 
and Professionalism: Dealing with 
divided loyalties, a debate on 
balancing sometimes conflicting 
loyalties to the client, professional 


/ 


standards and the organization. . 
We are publishing an article 
received from Samy Talbert, 


~ Director, Corporate Information 


Technology Services Branch 
(CITSB) at the Department of 
Consumer and Corporate Affairs, 
and look forward to publishing more 
contributions on this theme. — 


For the next debate, we propose 


the theme: Building the Learning 
Organization: What is our role? 
Thank you, and we look forward to — 
stimulating contributions and ideas 
for future Open Forum themes!- 


Dealing with divided loyalties — 
IT professionalism / ethics in practice 


In 1977 and again in 1987, the 
Stanford Research Institute 
International conducted a computer 
science and technology ethics work- 
shop.” Participants were selected on 
the basis of their known interests in 
computers and ethics. Included 
were business professionals, profes- 
sionals with backgrounds in the 
computer field, ethical philosophers, 
and lawyers. 


One of the scenarios considered 


raised the issue of loyalty to one’s 


own ethical obligations versus loyalty - 


to one’s employer: 


“A programming analyst was given 
project responsibility to develop a 
customer billing and credit system 
for his employer, a large retail 
business. He thought the budget 
and resources he was given were 
adequate. However, the budgeted 
amount was expended before the 
system was completed. He had 


continually warned management of 
impending problems, but was ~ 
directed to finish the development 
as soon as possible and at the 
lowest cost. He was forced by © 
management to do this by foregoing 
many of the program functions, 
including audit controls, safeguards, 
flexibility, error detection and correc- 
tion capabilities, automatic excep- 
tion handling, and exception 
reporting. A bare-bones system was 
installed. He was told that he could 
add all the omitted capabilities in 
subsequent versions, after produc- 
tion of the initial system.” 


“A difficult, expensive, and extensive 
conversion to the new system 
occurred. After the new system was 
in production, great problems arose. 
Many customers received incorrect 
and incomprehensible billings and 
credit statements and became . 
outraged. The retail company was 


unable to correct errors or explain 
confusing system output. Fraud 
increased. Business and profits 
declined, and customers suffered 
much anguish and personal 

_ expense. The project leader was 
blamed for the losses.” * 


The actions under consideration 
here are: 


(1) project leader implementing an 
incomplete and inadequate 
system, 


~ (2) management ordering the system 
in production prematurely, and 


(3) management blaming the project : 


leader. Workshop participants 
were asked to indicate whether 
each action was unethical, not 
unethical or not an ethics issue, 
on the basis of an appropriate 
personal standard of conduct. 


IT STANDARDS 


Why care? 


Can you imagine having to wait half 
a day to call someone in another 
building? Or having to plug every 
appliance into a different socket? 
Life would be considerably harder. 


Opinions were split only on the first 
action (project leader implementing 
an incomplete and inadequate 
system): it was judged not unethical 
by close to 50 per cent of the partic- 
ipants in 1977, with the rest split 
between unethical or not an ethics 
issue. The vote was reversed in 
1987: 70 per cent considered the 
action unethical. On the second and 
third action, the vote was almost 
unanimous: the actions were 
unethical. 


The participants identified the 
following general principles that 
relate to this scenario: 


“Professionals have a responsibility 
to do good work and to be account- 
able for that work. They should 
attempt to remove any impediments 
to properly doing the job, including 


We are used to being able to pick 
up the phone and call people 
around the world. It took coopera- 
tion and work to develop and imple- 
ment standards that let us do 
business by telephone. It also took 
commitment and time. 


Computers were originally used as 
number crunchers. They are now a 
tool for increasing productivity and 
making tasks easier. More and 
more employees have workstations 
on their desks, and are able to 
access information outside their 
office. At first it didn’t matter if 
computers couldn’t communicate 
with one another; there wasn’t all 
that much information to share 
anyway. Today, communicating and 
sharing information is a key compo- 
nent of doing business. Yet industry 
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bringing problems to the attention of 
a higher authority, ...” 


“The lengths to which professionals 
must go to maintain their standard 
of ethics depend on the degree of 
certainty of the inadequacies and 
the severity of the damage that will 
be caused if those inadequacies are 
not corrected.”* 


As an IT professional, as a manager, 
or as both, ask yourself if the 
scenario is relevant in a government 
context. Can you live by these prin- 
ciples? Voice your opinion! HI 


“Adaptated from Ethical Conflicts 

in Information and Computer 
Science, Technology, and Business, 
Don B. Parker, Susan Swope and 
Dr. Bruce N. Baker, 1990. QED 
Information Sciences, Inc. 


figures show that 80 per cent of 
computerized information is actually 
re-keyed manually at one time or 
another! Are we in the data entry 
business, or are we in the business 
of providing services to our clients? 


The need for computers to commu- 
nicate regardless of the hardware 
or software is vital to the process 

of improving the way we do our 
business. The federal government 
strongly. supports two linked strate- 
gies: Open Systems Interconnection 
(OSI) and Applications Portability 
(AP). The Government Information 
Technology Standards Program 
reviews and examines international 
and national IT standards for appli- 
cability in the federal government. 

It cooperates with industry, which is 
supporting the development of 

IT standards. 
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Why should | care? As more stan- 
dards are developed and imple- 
mented, it will be easier for us to 
serve our Clients. Improved 
computer communications and data 
sharing mean less re-keying of infor- 
mation, less conversion, easier use 
of the workstations, and less training 
every time a new system is intro- 
duced. Bottom line: standards help 
us work smarter and serve our 
clients better. 


What can | do? Lots. You can ask 
questions of your IT group or of 
suppliers. Questions such as: can 

| communicate with other systems? 
Can | interchange data and 
documents with other groups not 

~ using the same hardware and 
software? Does this software 
support government standards? 
By asking questions and voicing 
your concerns, industry and 
internal IT groups will provide the 
answers. 


What standards exist? A list 

of approved Treasury Board 
Information Technology Standards 
(TBITS) is available from the 
Treasury Board Secretariat. It 
covers such areas as network 
services, quality, programming 
language, data interchange, and 
data management. 


Who can | contact? If you want 
more information about TBITS, 
standards in general, standard- 
setting processes or help in the area 
of what software or hardware meets 
the OSI and AP criteria, contact 

Ed Acheson at the Information 
Technology Management Division 

of Treasury Board at 

(613) 957-2465. Ill 


Book 
review 


Reinventing 
Government: 
How the entrepreneurial spirit is 
transforming the public sector, by 
David Osborne and Ted Gaebler, 
Addison-Wesley Publishing 
Company, Inc., 1992. 


Bill Clinton is just one of the lumi- 


naries whose endorsements appear 
on the jacket of this new book. 
Clinton is quoted as saying that for 
"those of us who want to revitalize 
government in the ‘90s “... this 
book gives us the blueprint." 


David Osborne and Ted Gaebler ask 
why the U.S. government is in such 
disarray and how its problems can 
be addressed. The primary problem 
that the authors identify is that key 
government management systems 
are using outmoded methods of 
performing tasks. They recommend 
that these systems be overhauled to 
meet the demands of a more entre- 
preneurial environment. It is essen- 
tial that the government insert a 
competitive element into the 
process of providing health care, 
public assistance, education and 
even garbage collection. Focusing 
on productivity will simply result in 
government managers who concen- 
trate on the day-to-day aspects of 
their jobs, rather than.addressing 
fundamental problems such as the 
reorganization of the entire system. 
Government managers need to 
maintain a customer focus, make it 
possible for employees to solve their 
own problems, and focus on results 
and final outcomes. 


How can we move toward entrepre- 
neurial government? Osborne and 
Gaebler list these as the key princi- 
ples for government management: 


e maintain a customer focus, 
thereby defining true value; 


e empower employees by giving 
them the tools to make 
changes, solve problems and 
get results; 


e focus on results and final 
outcomes. Customer satisfaction 
is the ultimate yardstick, but inter- 
mediate process results also must 
be measured; 


e aim to anticipate and avert 
problems by getting senior 
management to support a quality 
program with teeth; 


e learn to deal effectively with 
markets in the private sector that 
interface for many government 
programs, such as welfare ; 
become market-driven, not 

__system-driven; and 


’ + reduce waste by providing incen- 


tives for better management and 
control of agency budgets and 
encouraging budgetary flexibility. 


The delivery of some government 
services can benefit from the same 
productivity-encouraging and 
quality-inducing approaches that 
have worked well in the private 
sector. But all too often, the authors 
argue, private-sector experience 

is not easily transferable to the 
public sector. 


Osborne and Gaebler conclude that, 
in 1990, government "hit the wall," 
as business did in the mid-1980s. 
About that time, corporate 
managers began to realize that in 


_ the face of global competition, they 


had to operate leaner and do more 


with less, or face extinction. Ergo, 
the wave of restructuring and 
mergers in the U.S. and around 


. the world. 


In the 1990s, government has to 
get lean, too, or face the disaffection 
of citizens. To become more 
entrepreneurial, the authors argue, 
government must go from top-down 
to bottom-up management, move 

. from being centralized and monopo- 
listic to becoming decentralized, 
from bureaucratic-driven to market- 
driven, from being ruled by politically 
palatable systems to responding to 
customer-driven systems. Well- 
written and an interesting and 
stimulating read. Il 


Keeping an eye 
on the Joneses 


The American Scene 

Wiring America. The Clinton-Gore 
administration is committed to 
“wiring” America. In so doing, it is 
following a seven-point agenda: 


e make the National Information 
Infrastructure (NII) a national tech- 
nology challenge; 


e establish an NI! council (headed 
by Vice-President Gore); 


e establish an Nil implementation 
entity; 


e invest in research for an NIl; 


e fund pilot projects to demonstrate 
technology; 


- @ develop a public education 
program; and 


e make government information 
easily accessible. 


These were the recommendations 
presented by the Computer 
Systems Policy Project (CSPP), 
chaired by Apple CEO John Sculley, 


and made up of 13 CEOs of such 


companies as AT&T, Compaq, 
Control Data, Digital, IBM, and 
Hewlett-Packard. The CEOs 
presented their agenda in a report 


a: entitled, “Perspectives on the 


National Information Infrastructure: 
CSPP'’s Vision and Recommenda- 
tions for Action.” In its budget 
proposal presented in February, the 
Clinton-Gore administration kept its 
promise to increase IT investment; it 
earmarked $17 billion in IT spending 
over four years. Specifically, the 
budget includes $1.3 billion for 
expanding the role of the National 
Institute of Standards and 
Technology, $784 million for the 
High Performance Computing and 
Communications Act, and 

$275 million for the Commerce 
Department's “information highway” 
project. 


Grand Design. The General 
Services Administration has identi- 
fied four downsizing approaches 
to system modernization, in lieu of 
the ambitious grand design 
approach embraced by many 
federal agencies: 


The bounded grand design. Focus is 
on a phased implementation of a 
comprehensive technical solution, 
with the project’s scope carefully 
bounded to reflect the highest priori- 
ties and to reduce risk. This 
approach is most likely to succeed 
when there is strong technical and 
managerial talent, a stable environ- 
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ment, and an inherent requirement 
for a tightly integrated, comprehen- 
sive architecture. 


Comprehensive information 
technology utility. The IT organiza- 
tion acts as a “public utility,” 
providing standards, methodologies 
and tools on a cost reimbursement 
basis. Functional units retain control 
of data and applications and imple- 
ment their own modernization 
programs. The strategy works best 
when there is a high degree of 
homogeneity across the agency’s 
programs, administrative functions 
and sites. 


Functional and technical integration 
of program-specific plans. Each 
functional unit (hardware, software, 
communications, and data) plans 
its own modernization, and a central 
IT group knits the plans together 
and supplies limited common 
services such as data centres and 
networks. This works best when 
there is a substantial variation 
across programs or functional units 
and only modest benefits from 
integration. 


Incremental investment. The focus is 
on getting the highest return from 
limited resources in a relatively short . 
time. Senior management selects a 
coordinated portfolio of projects that 
are implemented on a decentralized 
basis while they also monitor and 
adjust as needed. It is most appro- 
priate when there is insufficient 
in-house expertise to support a 
more comprehensive strategy, few 
economies of scale, a need for 
integration, and an urgent require- 
ment for a few specific new 
systems. 
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The European Community 
(EC) 


RACE and IBC. Advanced infra- 
structures for information exchange 
and services will be as dominant in 
the latter part of the 20th century 

as canal, rail, and road transport 
infrastructures were in the 18th, 
19th, and mid-20th centuries. 
Europe’s Integrated Broadband 

. Communications (IBC) system is a 
response to this need. It is being 
developed under the RACE program 
(Research and Development in 
Advanced Communications in 
Europe), whose purpose is to 
prepare and promote IBC. The IBC 
will be a system of terminals, cables, 
switches, computers, and satellites 
that handle telephone, television, 
data transmission, and services in 
an integrated way. It will allow a user 
at work or at home to receive and 
transmit information a hundred 
thousand times faster than with 
current European videotext systems, 
and a thousand times faster than 
the ISDN (Integrated Services Digital 
Network). To achieve this, a commu- 
nication capability of 155 megabits 
per second will be provided at the 
user’s desk and several gigabits 

per second between switches. The 
plan is to have IBC commercial 
operations start at the end of 1995 
and have the IBC system progres- 
sively equipped with fibre optics. 
Fifty per cent penetration of IBC 
access is to be achieved by 2010. 


The EC is launching and funding up 
to 50 per cent of the RACE 
program, in order to prepare the 
buildup and the use of IBC. It is 
focused both on the system — the 
standards and techniques for devel- 


opment, installation,.and operations 
— and on the participants — the 
telecommunication and DP 
manufacturers, customers, and 
operators. 


The RACE program is structured 
into three main parts: Part | — IBC 
development and implementation 
strategies, Part Il — IBC technolo- 
gies, covering technological cooper- 


~ ation in precompetitive research and 


development in key areas, and 
Part Ill — functional integration, 
including the development of appli- 
cation pilots and tools to test and 
verify integrated systems. Ill 


Initiatives 

in review 

Treasury Board on 
Modernizing the Federal 
Government 

A growing number of initiatives are 
under way at the federal level to 
renew and restructure administra- 
tion and service delivery in the 


federal government. lan Clark, the 
Secretary of the Treasury Board, 


has recently issued a list of initiatives _ 


under the heading of Modernizing 
the Federal Government. These 
initiatives are organized under 
four headings: 


e cost reduction, 
e service innovation, 


e human resources management 
adaptation, and 


e communications modernization. 
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A modest sampling follows. 


New common services policy. The 


government will make optional as 


many common services as 

possible, maintaining mandatory 
services only where there is an over- 
riding reason. Mandatory services 
presently include travel; legal 
services; acquisition; translation 
(scheduled to become optional in 
April 1995) stocked item supply; and 
information technology standards. 
Optional services now include exec- 
utive training; property management; 
telecommunications; and printing. 


Contact Dick de Jong at 
(613) 957-9143. 


Restructuring delivery of services. 
Treasury Board has developed a 
draft policy and a number of tools to 
give government managers flexibility 
in restructuring their delivery of 
services in innovative and more 
cost-effective ways. The policy and — 
toolkit will: 


e permit employee takeovers of 
service delivery on a contractual 
basis, 


© provide a guide to MEO — An 
Approval to a More Efficient 
Organization, 


e provide a Costing Guide to Make 
or Buy, 


+ develop guidelines to facilitate 
delivery restructuring (e.g., for the 
sharing of administrative services 
between departments), and 


e provide a consulting service to 
managers wishing to undertake 
other innovative forms of service 
delivery not readily available 
today. 


Contact Chris Dodge at 
(613) 957-2484 
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Training Innovations Fund. 
Treasury Board has been running 
for 3 years a $10 million Training 
Innovations Fund to encourage new 
training techniques (including imple- 
mentation of new technologies) with 
potential service-wide application. 


Contact Francine Lirette at 
(613) 952-3135 


Building an open architecture and 
core infrastructure. Treasury Board 
has recently approved four elec- | 
tronic service objectives for depart- 
ments to achieve by the end of the 
decade. These objectives envision 
eliminating paper from routine 
transactions. | 


e Information should be converted 
to electronic form once only. 
Once converted, information will 
be communicated electronically 
to all other applications that 
require it. 


e All routine internal government | 
transactions should be carried out 
electronically. Forms and other 
paper documents now used for: 
these transactions should be 
eliminated except where they are 
absolutely necessary for legal 
reasons. 


e All applications that intercommu- 
nicate should use standard 
government-wide protocols. 


e All implementations of particular 
technologies, for example, smart 
cards, should use the version of 
the technology that has been 

| approved as a government-wide 
standard. ; 


Contact Mike Harrop at 
(613) 957-2494 and Joseph Côté 
_at (613) 957-2496. 


ConnEXions. ConnEXions is a 
Treasury Board sponsored notice 
board offered through the Senior 
Executive Network (SEN). It is built 
on the belief at TBS that direct and 
timely input from members of the 
Executive Group (EXs) will make 
policies and procedures more valu- 
able. Thus ConnEXions is a partici- 
pative initiative for electronic consul- 
tation and improved information 
dissemination within the senior 
executive community. 


Contact Greg Hunter at 
(613) 952-3135. 


New Procurement Policies 
in the Federal Government 


The federal government spends 
some $2 billion (non-salary dollars) a 
year to buy information technology- 
(IT) based products and services. 
Under the traditional procurement 
model, a department prepares — or 
often hires a consultant to prepare — 
tight specifications for a Request for 
Proposals (RFP). Then the RFP is 
issued and the department — or 
OASIS at SSC, or the department 
and OASIS together — select the 
winner, based on a variety of criteria 
where price is a key consideration. 
There is at least one problem with 
this model: it begets a long and 
cumbersome process at a time 
when IT is changing so rapidly. As a 
result, at the end of the procurement 
cycle, what gets implemented can 
be so long in the tooth as to be 
obsolete. Exit (fading slowly) the old 
way; enter the new way. 


The New Way. The new approach 
is called Common Purpose 


Procurement. Under the new 
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approach, the government would 
send out an RFP identifying a broad 
problem instead of a particular, 
tightly specified solution. It then 
selects a company (or consortium) 
to work on the solution based on 
“experience, knowledge and suita- 
bility to the target problem and 
department.” Price is no longer the 
all-important factor; however, the 
proponents have to propose a 
pricing method. The outcome of the 
process is what OASIS calls “a 
phased contract.” If the company (or 


.. consortium) that wins continues to 


perform, it does all the work from 
problem definition to final implemen- 
tation. A government-industry 
committee is at work developing 
guidelines for Common Purpose 
Procurement. Small companies, for 
instance, want guarantees that there 
will be “set asides” for them, or that 
they will have a crack at the big 
contracts (perhaps through 
consortia). Stay tuned.Adapted from 
“S| Business,” February 1993. For 
more. information about Common 
Purpose Procurement, call OASIS 
at (613) 956-2747 (English) and 
(613) 956-7742 (French). Ill 


In this new economy, the 
strategic resources are no longer 
just the ones coming out of the 
ground. ... They are ideas 

and information that come out 

of our minds. 


John Scully, 
Apple chairman 
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Born to Be F6 


(for fellow computer geeks and Steppenwolf fans only. And Carol) 


+ 


Get your PC runnin’ | (Refrain:) 
Free up all your memory Like a true PostScript font 
Feel that Intel hummin’ : | was born, born to be bold 
As it loads up WP. _ Underline so fine, oe 
| _ [never want no courier ~ | 
Yeah, | gotta go and check Born to be bold! ... 
that spellin’ | : 
Reveal Codes, and I'll get my way Paul Despatie 


Answer all those mnemonic 
prompts … 

Invoke Thesaurus, and 
I'll know what to say 


_ Management Trainee 


We need your feedback! | 
Please take a few minutes to give us your thoughts on this newsletter. Please fax your feedback to Danielle Potvin at (613) 957-8700. 
Please indicate if you find the various sections of our newsletter useful (please check the appropriate box): 


Very Of Some Not 
IT: The People Challenge Sections | Useful Use Useful 


Editorial 

Government committee spotlight 
Telecommuting 

IT career 

Keeping an eye on the Joneses 
Book review 

Open forum 
The Institute 

IT standards 

Initiatives in review 
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My name and telephone number are (optional): | would like to suggest the following: 


My position classification is (e.g., CS-2, EX-1, AS-4, etc.): 


My department or agency is (optional): 
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Newsletter 


An Interview with 
Andy Macdonald, 


the New Chief 
Informatics Officer 


The recent restructuring of the federal 
government means changes for us in 
the IT community. Most significantly, 
we now have a Chief Informatics 
Officer (CIO) reporting to the Secretary 
of the Treasury Board. The CIO leads 
the Office of Information Management, 
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Ottawa, Canada 


Part of Technology in 


T Œ CG Government Week 


Volume 


Systems and Technology (IMST), 


which brings together, under a 
common focus, a number of 
previously disparate Treasury Board 
information systems and technology 
organizations dealing with policy, 
standards, telecommunications 

and re-engineering of government 
administrative processes. 


IT: The People Challenge recently 
interviewed Andy Macdonald, our 
new ClO. The following are brief, 
non-verbatim excerpts from 

the interview. 


Q: Why a CIO? 


A: Before, there was no unified view 
on IT in government. With IT becoming 
an increasingly strategic tool for 
government in the 90s — a tool on 
which we in government now spend 
some $2.3 billion annually — the 

need to have a consolidated focus 


‘at Treasury Board became ever more 


necessary. The recent restructuring 
initiative announced by the Prime 
Minister provided a good opportunity 
to consolidate the activities that 
contribute to achieving that focus. 
Success will require leadership. 
That’s where the CIO comes in. 


ee ae | 


The People Challenge | 


Fall 1993 


~ 


Q: What is your role and mandate? 


A: My role is one of “visible leadership” 
in achieving a vision of modern 
government. There are six specific 
components to my mandate: 


e to develop policy and standards 
related to IT, information systems 
and the related telecommunications; 


e to exercise functional direction 
over departmental IT, information 
systems and the related telecom- 
munications activities; 


e to direct the re-engineering of 
government administrative 
processes (which will continue 
under the aegis of the Council 
on Administrative Renewal, which 
| chair); 


e to set up a framework and support 
departments in their re-engineering 
of program delivery; 


e to support the development of the 


IT community, and the implantation 
of relevant information management 
and technology skills in government; 
and 


e to represent the government in 
dealing with the private sector, to 
promote skill transfer and increased 
involvement in government informa- 
tion management and technology 
activities. 


Gouvernement 


a & Government 
of Canada du Canada 


Canada 


Ol 


Q: How do you visualize success 
in your endeavour? 


A: | will feel that | have succeeded 
when the following are clearly 
entrenched in how we do things: 


e astrong client focus in our 
re-engineered administrative 
and program delivery systems; 


e consistent and widespread “single 
window” access by public service 
employees to administrative 
systems and by the Canadian  - 
public to program delivery; and 


e seamless interconnection between 
what we now refer to as “islands” 
of information, systems and 
technology platforms. 


Naturally, these things will not happen 
overnight, and certainly not without 
appropriate standards, well articulated 
architectures, common data diction- 
aries and well understood common 
business models, used by all 
departments. 


Q: What are your main priorities 
as the government’s CIO? 


A: It’s early to be too exhaustive, 
but here are a number of issues 
and related initiatives on my agenda. 


e My immediate priority is to 
complete the establishment of the 
Office of Information Management, 
Systems and Technology and to 
establish our longer term strategic 
direction, short-term projects and 
links to the IT community and our 
client departments. 


e Re-engineering will be an important 
item on my agenda. On a related 
front, while we have moved quite 
aggressively in the area of elec- 
tronic commerce — and in partic- 
ular electronic procurement — | 
find that the back-end of this, the 
payments area, is still paper driven. 


The President of the Treasury 
Board, the Honourable 

Jim Edwards, has stated that 

he wants to see paper disappear 
by the end of the decade, an 
objective | strongly support. 


e There are many opportunities 


where efficiencies and savings can : 


be found by rationalizing the way 
we deliver administrative services 
and programs. We are committed 
to helping departments achieve 

$2 billion in planned savings over 
the next five years. Some of the 
ways this can be done include: 
having departments cooperate 
“onthe ground” to provide shared 
services locally, consolidating the 
administrative systems in the new 
departments, setting up “adminis- 
trative clusters” for the delivery of a 
small number of approved common 
administrative services, and 
re-engineering the whole range of 
administrative systems accompa- 
nied by seamless data interchange. 


Q: What does it all mean for the 
IT community and its members? 


A: | see my role as a leader who can 
help empower the community, to 
enable it to help itself and to earn 
respect and recognition from senior 
management. An important element of 
my role is looking out for the interests 
of our IT community, much as | have 
done with the financial community. | | 
want to get to know the community, 
its leaders, innovators and people who 
look out for the interest of the clients 
as they design systems. | also want 

to have input into the selection of key 
executive positions within the commu- 
nity, and to bring the community 
together to address its problems 

and find solutions. | am aware of the 
problems that exist in the community, 
some of which are being addressed 
by the IT Community Management 


2 


Program. | see issues like professional 
development, change management, 
marketing, and strong client orienta- 
tion as reasons to help focus our 
community’s efforts. 


We are in for a lot of change, and 

the program people will need a lot of 
support, facilitation, assistance and 
wise counsel in making the necessary 
adjustments to programs, organiza- 
tions and delivery systems. The IT 
community is a natural partner, but 
we will have to earn and live up to that 
position. How? Well, a number of 
things come to mind. 


e Acquire and master people skills. . 
We will be expected to be more in 
touch with clients and closer to our 
team members. 


e Change and adapt to the new and 
emerging technology and business 
- realities. For instance, we need to 
understand and adapt to rapidly 
changing paradigms, like client- 
server technology, object-oriented 
programming and the like. 


e Live up to a stringent “skills ethics,” 
i.e. we have an obligation to 
acquire new skills in order to be 
real contributors to our clients and 
our teams. 


e Keep an open mind and an “open 
community.” While professionalism 
and mastery of skills are very 
important, our community should 
try to create a welcoming environ- 
ment for people with diverse skills, 
talents and backgrounds who may 
not fit to the traditional mould of the 
“information system professional.” 
| certainly don’t profess to fit the 
mould, and | want to earn the right 
to be considered as a member! 


(continued on page 8) 


The Council for Administrative 


Renewal (CAR) 


Mandate: In broad terms, CAR 
“will actively promote and 

facilitate the development and 
implementation of streamlined 
processes and associated systems 
in cross-functional administrative 
areas.” 


Background: The federal govern- 
ment has been under growing 

_pressure to reduce overhead costs 
and to strengthen administrative 
support for program delivery. Line 
departments and central agencies 
agree that tinkering on the margin 
for incremental efficiency gains will 
no longer do. The solution must 
involve rethinking the way business 
is done in administration, simpli- 


fying processes and operations 
and moving away from home- 
grown solutions to similar 
problems and towards “shared 
common” solutions. 


Membership: CAR is chaired 

by Andy Macdonald, Chief 
Informatics Officer, Office of 
Information Management, Systems 
and Technology. The Council is 
comprised of 20-25 members, 
primarily at the ADM level, including 
senior officials from functional 
areas (financial, human 
resources/personnel, materiel, 
information technology/information 
management) in line 

departments, Treasury Board 
Secretariat and common 

service agencies. 


Themes: Business 

Re-engineering — identify and 
implement changed government 
administrative operations and 
processes; Service Delivery 
Alternative — to provide more 
effective service at lower costs; 
Common Information Management 
(CIM) — to identify and share re- 
usable business process and 
systems design to reduce dupli- 
cate systems development; Shared 
Systems — to reduce duplicate 
systems, speed up systems imple- 
mentation and lower life-cycle 
systems management costs. 


Some of the current projects: Plan 
for Administrative Systems 
Renewal — to facilitate the sharing 
of modular, inter-connectable 
administrative systems; On-Line 
Text Retrieval — to reduce paper 
burden and improve productivity; 
Common Information Management 
in administrative areas — to gain 
efficiency through a common 
approach (definitions and 
standards) to information manage- 
ment in administrative areas; 
Sharing of Administrative Services 


— to simplify administrative rules 


and processes related to Public 
Service employees’ travel; Re- 
engineering Opportunity “Audits” — 
role and involvement of internal 
audit and evaluation communities 
in promoting awareness and 
identifying opportunities for 
“re-engineering” administration. 
For more information, call 


Lise Lamadeleine, Secretary 
to CAR, at (613) 952-7196. 
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Decentralization 
Affects Informatics 
Workers Too 


Like most organizations, the federal 
government has seen an explosion 

in the use of personal computers (PC) 
in every aspect of its work. From word 
processing packages to executive 
information systems, PC applications 
form the basis for much of the 
everyday work of many members 

of the Public Service. The task of 
supporting all of these systems, and 
training workers in their use, has 
largely fallen to staff in the CS group. 
Since PCs are no respecters of geog- 
raphy — they are found on desks from 
Inuvik to Glace Bay — CS staff are 
also dispersed across the country 

to provide local technology support 

to end users. 


But who supports the supporters? 
What are the ongoing roles, skills, 
and training requirements of regional 
CS staff? As the organization tasked 
with upgrading skills of government 
informatics professionals, the Institute 
recently spearheaded a study to learn 
about regional needs. Three depart- 
ments co-directed the study with 
Supply and Services Canada: National 
Defence, Transport Canada and 
Agriculture Canada. Fisheries and 
Oceans, Veterans Affairs, Treasury 
Board and several private sector 
organizations participated in 
reviewing the findings. Three 

hundred and twenty-five regional CS 
staff and managers were surveyed, 
and 125 follow-up interviews and 
focus group meetings were held 
across the country. 


The findings revealed that more 
than one-third of the government’s 
5,500 informatics workers are 
supporting information technology in 


regional or decentralized parts of their 
organizations. They typically work in 
small groups, reporting directly to 
non-informatics program managers. 
Most are at CS-01 and CS-02 levels, 
with a relatively small number of 
CS-03s and CS-04s. 


Most regional informatics profes- 
sionals are relatively new to their 
organizations, having joined within 
the last five years as a direct result of 
the burgeoning PC and related tech- 
nologies. To date, these professionals 
have been largely involved in assisting 
managers and users in acquiring, 
installing and supporting technology, 
primarily PC and LAN hardware 

and software. 


Challenges for regional informatics 
workers are increasing with the 
current wave of expanded LAN use. 
We estimate that, on average, one CS 
now supports approximately 75 users. 
Meanwhile, the complexity of the 
technology being supported — LANs, 
Graphical User Interfaces (GUIs) and 
network interconnections — is 
increasing. And, just like at headquar- 
ters, managers in regions expect the 
informatics organization to help them 
realize productivity gains from their 
technology investment. 


The result: rising demand for service, 

combined with rapid changes in tech- 
nology, equals an increased need for 

education and training. 


Some highlights of the study’s recom- 
mendations include the following. 


e Users themselves are gaining famil- 
iarity and expertise with computers. 
Regional informatics professionals 
should “franchise” these individuals 
to provide first-level user support 
to others. Staff in the CS group 
should develop a strategy for user 
literacy training, and leverage their 


technical skills by focusing on 
developing the expertise of the 
“franchise” users. 


The study found that regional CS 
staff were acutely aware of their 
increased training needs, but 
support for education of CS staff 
varied widely from location to loca- 
tion. The study recommends that 
guidelines be defined and commu- 


_nicated to line managers so they 


have a better understanding of the 
need to budget appropriately for 
ongoing CS education. 


The study team received a strong 
message from program managers 
that they expect the CS population 
to help them apply the new tech- 
nology and find ways of 
redesigning the business. 
Therefore, the CS staff need to 

be able to work with other staff in 
a consultative role to deliver new 
solutions. Consequently, the study 
predicts that the role of the infor- 
matics professional in the future 
will involve more consulting and 
facilitating. Ongoing education 
and training must reflect that 
requirement. 


Most of the workers studied have 

a formal informatics or computer 
science background, many with 
related university degrees. While 
this ensures relatively recent educa- 
tion and training in contemporary 
informatics, there is a lack of expe- 
rience or training in some of the 
disciplines that will see the most 
growth in the future, such as LAN 
administration, project and contract 
management, and business 
process redesign. The study 
recommends that regional infor- 
matics workers be given access to 
those Institute courses that address 
these needs, and that additional 
courses be developed as required. 
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The Institute is now working with its 
partners at the University of Ottawa 
to explore ways its curriculum and 
related courses might be delivered 

to regional CS workers — perhaps 
through franchising to local universities 
and colleges, or through distance 
learning and communications tech- 
niques. In the meantime, the study 
has provided a fascinating glimpse 
into the roles and skills of regional 
informatics workers in the Public 
Service, and has underscored the 
importance of their participation in the 
government’s technology strategy. 


Copies of the regional study can be 
obtained from the Institute by calling 
(819) 956-4259. 


Open Minds, 
Open Community 


Over the past few months, the 
Information Technology Community 
Management Program (ITCMP) has 
started a series of workshops/working 
groups for the IT community on 

four key themes: 


e CAREER MANAGEMENT, aiming 
to develop a career management 
model for the members of the 
IT community; 


e PROFESSIONAL LEADERSHIP, 
addressing issues of profes- 
sionalism, leadership in the IT 
community and tools to improve 
the professionalism and perfor- 
mance of the members of the 
IT community; 


Why | Prefer 
the Institute 


François Lucas, CS, 
Industry and Science 


| have taken two courses since the 
start of the year: one on C language 
with the Institute for Government 
Informatics Professionals and the 
other on Oracle (with Oracle). 
Although the Trade Marks Office 
where | work uses Oracle, | have 
not had occasion to use it much 
recently. As a result, | do not 
remember much of what | was 
taught during the intensive five-day 
course | took in early February. 


The final exam was held less than 
a week. | have a definite feeling 
however, that, if two years from now 


e CUSTOMER SERVICE, to develop 
a customer service model that 
aligns the performance of the IT 
community with the expectations of 
our business partners and clients; 


e CULTURE/CHANGE MANAGE- 
MENT, designed to develop 
guidance and means for IT 
organizations to assess where 
they are culturally, to take action in 
developing a professionalism-and 
performance-enhancing culture, 
and to manage the change process 
inherent in the evolution. 


The workshops/working groups are 
open to all members of the IT commu- 
nity. The focus is on practical issues 
touching each and every one of us at 
the working level, and the objective is 
to develop durable, tangible outputs. 
Examples of outputs may include a 
Human Resources Self-Assessment 
Guide, a Career Planning and 
Management Guide, an Information 


| need to write a program in C, | will 
be able to do it. | would need to 
refer to the book, but no more so 
than | consult my Cobol manual now. 


The main difference is that the 


. 86 hours of the C course were 


spread out over 12 weeks. | 
therefore lived with C for three 
months. To keep up, | had to 
review the material from the 
previous week before each class, 
but the homework played a key 
role in the learning process. This 
homework wasn’t anything like the 
short half-hour exercises scattered 
throughout full-time courses 
compressed into a week or less. 
First of all, this homework was not 
something we did right away — it 
was not questions to which we 
had heard the answers five minutes 


Technology Toolkit for the working IT 
person and a Customer Service Model 
for a client-centred IT organization. 


A number of interesting images, ideas 
and concepts have already emerged 
during the discussions. A brief 
sampling follows. 


The “open” community. Someone 
suggested that the ideal of an “open 
environment” (as in “open systems,” 
a standards-based environment of 
non-proprietary components working 
together) be used to visualize the 
future of our community. Think of our 
community as an “open community,” 
a community of professionals that: 


e has professional standards that 
are well understood and well 
communicated; 


e is open in its communications 
among its members and outside 
parties; 
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earlier. In addition, if you wanted to 
hand in a decent job, you had to 
take the time to do it. About halfway 
through the three months, we were 
given two weeks, rather than the 
usual one, to write a program. It 
took me an entire weekend and 
another 12 hours in the evenings 
over a week to write it. 


| am sure that the homework that 
was handed in, and the two tests 
part way through and at the end 
of the course, were the catalysts 
needed to get us to work harder. 
But, the point is, | still have a 
great feeling of satisfaction. | 
have acquired some mastery of a 
rather difficult but very interesting 
subject matter. 


e is open to other professions. 
The last thing we want is for our 
community to become an isolated 
backwater; in water terms, we want 
fresh rivers to flow into our lakes, 
and we want our rivers to flow into 
other lakes; and 


e shuns monopolies of knowledge 
and hoarding of wisdom — just like 
an open environment rejects the 
proprietary approach. 


Being at the “big table.” Let’s be 
brutally frank with ourselves, it was 
suggested in one of the groups. The 
image people have of our community 
is still, to an uncomfortable extent, one 
formed during the Middle Ages of IT 
— those exalted years when big iron 
was god, the techie was high priest 
and the client was a dangerous 
techno-peasant who could cause 
great harm if not properly separated 
from any hint of techno-knowledge. 


The PC Renaissance then burst forth; 
big iron melted, our pedestals crum- 
bled and our clients now read the 
same things we do. We are left in 

a status limbo, uncertain, insecure, 
marginalized. Remember the 
barbecue where there are a lot of 
kids and not enough tables, where the 
adults sit at the big table and the kids 
are relegated to the small ones 
somehow hurriedly assembled for 
the occasion? Well, have you not 
sometimes felt like those kids lately 
when our clients and partners 
congregate to make important 
decisions? 


The “Stockholm syndrome.” When 
Patty Hearst was kidnapped and 
began to act in a way that indicated 
she identified with the cause of her 
captors, she was said to suffer from 
the “Stockholm Syndrome.” Wouldn't 
it be nice, one of the groups was 
asked, if you were to experience 
similar sentiments vis-a-vis your 
clients? How would your client- 
directed Stockholm Syndrome 
manifest itself? 


Visualizing the future. Let’s put it all 
together in imagery now. How about 
visualizing the future of our community 
as an “open community” with a place 
at the “big table” and experiencing a 
big collective “Stockholm Syndrome” 
where our clients are concerned (no 
kidnapping necessary). The open 
community and the empathy will 

help get us to the big table, a place 
we need to be so we can be relevant. 
Of course, we need to earn that place, 
and we need to do it quickly before 
the adults give up! 


“It is impossible to make anything 
fooloroof because fools are so 
ingenious.” 


(Edsel Murphy) 


Enhancing Services through the Innovative Use 


of Information and Technology: 


Strategic Direction for the 90s 


Recognizing that “innovative 
approaches that take advantage 

of new technologies are needed to 
improve service to the public and 
increase productivity, in both the 
private and public sectors,” Treasury 
Board last year published a govern- 
ment document entitled Enhancing 
Services through the Innovative Use 
of Information and Technology. It 
presents a vision of future service 
delivery by the federal government 
to its clients and identifies initiatives 
and approaches compatible with 
that vision. 


Initiatives and approaches 
for the 90s. 

The initiatives are grouped into 
five key strategies: 


e renewing services and program 
delivery, 


e investing strategically, 
e building partnerships, 


e building an open architecture 
and core infrastructure, and 


e distributing computer power 
to managers and staff. 


Renewing services and 

program delivery. 

It is not enough to use technology to 
do the same things more efficiently. 
The government must improve its 
programs.and services as well as 
increase productivity by restructuring 
its operations to take advantage of 
information technology. This can be 
accomplished by: 


e improving the service interface 
between the government and 
its clients; 


® promoting innovation; 


e giving the client more control 
over transactions; 


e making government information 
widely and readily available. 


Investing strategically. 
Government investment choices in 
technology should be based on a 
business case approach that: 


e identifies and selects projects ; 
based on government-wide 
benefit; and 


e avoids duplication by sharing 
with other organizations. 


Building partnerships. 

The government must exploit the 
strengths of other organizations 

and establish profitable partnerships 
in order to enhance its services. 
Partnership arrangements may 
include: 


e cooperating with other depart- 
ments and other levels of 
government; and 


e using private sector information 
technology services or 
components. 


Building an open architecture 

and core infrastructure. 

As its services and programs become 
more dependent on technology, the 


government must create an environ- 
ment that will protect investment, help 
bring about change and promote 
adaptability at minimum cost, by: 


e establishing objectives for providing 
services electronically; 


e developing an open architecture 
for its information technology; 


¢ protecting information assets 
and intellectual property; and 


e improving the quality of information 
systems. 


Distributing computer power to 
managers and staff. The decentraliza- 
tion of computing power to the 
desktop is shifting the knowledge 

and responsibility for computers and 
information from technical experts to 
managers and staff. The government 
must ensure that its managers and 
staff are able to use information tech- 
nology to increase their productivity by: 


e providing managers with the tools 
to manage; and 


e ensuring that sufficient education, 
training and support are provided 
to help people use technology 
effectively. 


The challenge ahead. The challenge 
for the government is to direct its 
investment in technology and its use 
of information in ways that enhance 
service to the public, improve program 
delivery, increase productivity, revi- 
talize the Public Service and support 
Canadian industrial competitiveness. 


For further information or to obtain a 
copy of the document, please contact 
the Office of Information Management, 
Systems and Technology, Treasury 
Board Secretariat at (613) 957-2459. 


Open Forum 
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This space is open for airing of views on topics of interest to the IT community. 
Our readers are encouraged to send contributions and views, in either official 
language, via fax, SEN, GEMDES or on diskette. We received one reader’s 
comment on the last Forum entitled Ethics and Professionalism: Dealing with 
divided loyalties. Here is a comment from Emmanuel Buu of Treasury Board: 


Just because computer technology is of special importance does not mean 
we should impose an unwarranted moral obligation on computer specialists. 
They are employees just like everyone else. 


Computer specialists certainly have ethical obligations, but no more nor less 
so than any other specialist. They should, for example, bring to the attention 
of the client or their own superiors any error or problem they identify as a result 
of their expertise. Thus, analysts who install a defective system have fully met 
their ethical obligations if they have informed management of the problems 
identified. They should not have to suffer the consequences of a bad decision 


on the part of management. 


| would even go so far as to say that it is not an issue of ethics but rather of 
law. It is the terms of their contracts that are binding on computer specialists, 


that determine their responsibility: are 


the results? 


they responsible for the means or for 


For the last Forum, we proposed the theme Building the Learning 
Organization: What is our role? We propose the following tips to improve 


your continuous learning: 


Learning is not a spectator sport 


So says Peter de Jager, a noted 
speaker and consultant on IT industry 
issues in a recent article in “Direct 
Access.” A recent survey performed 
by Robert Half International, a 
recruiting firm based in Menlo Park, 
California, informs us that the least 
sought after IS employees in 1993 
will be technical analysts of older 
systems, batch programmers, 

IBM mainframe systems software 
programmers and PC generalists. It 
is clear our industry is moving away 
from big iron, batch systems and 
centralized control. Different skills 
will be required tomorrow. 


Good news and bad news. 


The good news is that organizations 
are looking to these new technologies 
as possible solutions to business 
problems. This means more work 

for us. The bad news is that new 
technologies require new skills, not 
those you acquired last year. You do 
not have a choice: you must acquire 
new skills or resign yourself to 
becoming the new unemployed, says 
de Jager. 


Become a professional learner. 


If you want to maintain your position 
of security, says de Jager, then you 
must keep running just to stay in 
place. In IT, this means constantly 


renewing your skills. This is another 
law of change: what you learn today 
is not what you need tomorrow. There 
is only one strategy that will help you 
cope with change: become a profes- 
sional learner. Ultimately, change is 
about losing old skills and acquiring 
new ones. If you can learn new skills 
as you need them, then change 
becomes easier to manage. 


How can you constantly renew your 
skills? Here’s de Jager’s list: 


e reading is a good start. Become 
an expert. If you are not keeping 
up-to-date on what is happening 
in your profession, you will be 
unpleasantly surprised time and 
time again. Unless you adapt to 
change, it will have a negative 
impact on your career; 


e the next obvious component of the 
learning strategy is training. If your 
company offers it, take it. If your 
company only subsidizes it, then 
take advantage of the subsidy. If 
the company doesn’t provide it, 
then seek it out; purchase it your- 
self. You cannot afford it? You 
cannot afford not to; 


e set yourself a personal education 
budget and invest in your- 
self. How much should you 
budget? Ten per cent of 
your time does not seem 
unreasonable when you 
consider it is currently 
taking IT professionals six 
to nine months to find a 
new position once they 
have been laid off; 


e if you want to take advan- 
tage of new technologies, 
then pay close attention 
to the word “new?” in your 
planning process. If the 
technology is new, then 
few, if any, of your existing 
staff are going to know 
how to use it properly. 


If you don’t want to waste 
resources exploring a new tech- 
nology, then spend as much as 
possible on training. 


De Jager’s message is clear: your 
skills have to evolve to match — or 
perhaps to stay ahead of — the 
technology you work with. “Your 
computing setup,” he writes, “is going 


. to change dramatically in the future. 


Now your challenge is to make sure 
that your skills change dramatically 
as well.” 


For our next Forum, we propose 

the theme Managing Client 
Relationships: What does it mean 
to us? What we would like are contri- 
butions that tell our readers about the 
issues associated with “managing 
relationships” with clients, successful 
models of partnership with clients and 
others, examples of approaches and 
practices that have been proven to 
work based on your experience or 
study and any other lessons and ideas 
to help our readers become better 
“relationship managers.” We thank 
you in anticipation, and look forward 
to stimulating contributions and ideas! 
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(continued from page 2) 


Q: What about those members of 
the IT community in the regions? 


A: Bright ideas and contributions 
know no geography. What we need 
more of are ways to harvest good 
ideas, celebrate triumphs, spread 
success stories and good practices 
and bring people together more often. 
New opportunities to work collabora- 
tively with the private sector locally 
should also provide our community 
members in the regions with more 
challenging work and learning oppor- 
tunities. In any event, | want to see 
us do a much better job in all these 
areas. | hope the upcoming 
Professional Development Day in 
Vancouver (October 19, 1993) will 
provide a good opportunity for a 

new beginning. : 


Q: Do you have a message for 
the IT community? 


A: | want to emphasize yet again that 
the IT community is crucial to helping 
government meet its objectives to 


2 provide good, affordable service to 


the public and contribute to reducing 
the deficit. For that reason, we have 
to forge an effective link between the 
members of our community and our 
line manager clients. Establishing 
and maintaining that bond will require 
dependable and ever-current skills, 

a willingness to contribute, under- 
standing, maturity and sensitivity to 


: _ people. As for the community as a 
:_ whole, | think it will be well served by 


a more open and inclusive perception 
of itself — a perception that reflects a 
belief in breadth of skill, richness of 
experience and diversity of back- 
ground — rather than an outlook 
driven by narrowness of specialization 
and info-technical prowess. In closing, 
| want the community to know that | 
am happy to be one of its more 

active members! 


Book Review 


Shifting Gears: Thriving 
in the New Economy, by 
Nuala Beck, Harper Colins 
Publishers Ltd., 1992. 


“Economists always seem to be 
measuring yesterday’s economy 
when today’s is staring them 

in the face.” — Nuala Beck, 
Shifting Gears. 


These are screwball times by all 
accounts. Bankers are nervous, 

car companies are sweating bullets, 
billion-dollar real-estate empires are 
in deep trouble and a nerdish type in 
the vaporware business is the richest 
man in America. 


Welcome to the new economy, a time 
of massive structural changes shaping 
a new economy. But in case you 
haven't yet noticed, the new economy 
has been here for some time. Just 
consider: 


© Canada’s electronics industry 
is larger than its pulp and paper 
industry; 


e the computer services industry 
in Canada employs more people 
than the auto industry; 


¢ more people in B.C. work in 
communications and telecommuni- 
cations than in the entire forest 
industry; 


¢ more people in Ontario are 
employed in business services 
than in the construction industry; 


e more Quebecers work in health and 
medical care than in the construc- 
tion, textile, clothing, furniture, 
auto, forest and mining industries 
combined; 


e banks, the premier providers 
of credit to the “old economy,” 
now account for only 6.4 per cent 


of all the money raised annually 
by all individuals and corpora- 
tions combined in the U.S. There 
are at least half-a-dozen pension 
funds that exceed that market 
share! 


Beck’s point: a fundamental change 
in what makes our economies tick 
has been under way for more than a 
decade now. A new reality was being 
born before our very eyes, but we 
were too busy to notice. Our eyes 
were obsessively trained on statistics 
and indicators designed to take the 
pulse of a dying reality. And, to boot, 
we were too busy being depressed 
about how weak the pulse was 
getting! Well, shake those blues: 
there is opportunity and cause for 
celebration in this shift to the new 
realities if we know where to look 
and take the right measurements. 


Beck — a Toronto-based economist 
with a successful consulting practice 
— segments modern economic 
history into three circles. The “C” 

(or commodity) circle was the 
post-Industrial Revolution economy. 
It lasted to the end of the first 

World War, and its economic 
growth engines were textiles, coal, 
steel and railroads. It was commodity 
driven and fuelled. Cheap steel was 
the key fuel for economic growth 

in the “C” circle; naturally, economic 
indicators measured pig-iron 
production, coal production and 
cotton consumption. 


The “M,” or manufacturing, circle 

was fuelled by cheap oil. Henry Ford’s 
Detroit, machine tools, housing and 
retailing were the growth engines of 
the period. Growth stemmed from 
efficient mass production. Leading 
indicators were industrial production, 
retail sales, housing starts and 


-auto sales. 
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Beck asserts that around 1981, 
following the oil shocks of the 1970s, 
the economy entered a new era which 
she calls the “T,” or technology, circle. 
We are, she contends, in this circle. 
The engines of the “T” circle are 
computers and semiconductors, 
healthcare and medical products, 
communications and telecommunica- 
tions, and instrumentation. In this 
economy, growth stems from techno- 


logical innovation rather than mass 


production. Its key barometers include 
computer production, instrumentation 
sales, high-tech trade balance, knowl- 
edge-intensive employment growth 
and medical starts. 


Bottom line: prosperity in the new 
economy means going with the rising 
stars. Beck’s arguments include: 


e workers employed in industries of 
the old economy (“M” circle) have 
a 50 per cent higher risk of losing 
their jobs than those in the new 
economy; 


e the new economy created 
300,000 new jobs in Canada while 
the old lost nearly 200,000 jobs 
between 1984 and 1991. This 
picture will not get any prettier for 
the industries of the “M” circle. 


What does it all mean for you? As 

an IT professional, you are in the right 
field, but if you are considering a 
career move, the book provides 
some perspective and helps you pick 
winners — the rising stars you would 
rather work for and invest in. 


Shifting Gears is about moving from 
old engines to new, and about all of 
us understanding that we need to shift 
our own individual gears if we are to 
thrive in this new “T” circle. A practical 
and pragmatic book with an upbeat 
message that is also easy to read. 

A rare combination indeed. 
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The American 
scene 


The Clinton High-Tech 
Plan 


In his budget proposal to Congress, 
President Clinton earmarked 

$17 billion in IT spending over 

the next four years for the adminis- 
tration’s high-tech program. The 
program proposes to do the 
following: 


e create a national information 
infrastructure based on a national 
broadband “data highway.” 
Accelerate development of the 
network, originally sponsored by 
Vice President Al Gore when he 
was a senator; 


e improve computer hardware, 
software and communications 
technology for education, 
training, healthcare and 
manufacturing; 


e boost federal spending on civilian 
R&D from 41 to 50 per cent; 


IT: The People Challenge is available 
through the following notice bo: | 


e The CS-BBS of the Profecsional Institute of the Public oe 
of Canada (PIPS). For information, call Dennis co at 


(613) 991-6984. 


significantly increase funding for 
the government’s Advanced 
Technology Program, which 
provides matching grants for 
industry-led R&D projects and 
for R&D programs at the National 
Science Foundation; 


earmark 10 to 20 per cent of 
the budgets of the national 
laboratories for partnerships 
with industry; 


create a national network of 
manufacturing extension centres; 


make the R&D tax credit 
permanent; 


reinstate an investment tax 
credit permanently for small 
business and temporarily for 
large companies; 


reduce the capital gains tax rate 
for long-term investors in small 
companies and consider other 
ways to reward “patient capital”; 
and 


reform antitrust laws to permit 
joint production ventures. 


e The Treasury Board Secretariat. The access number is 61 3) 957-7054 - 
and you need to register on the TBS Information Network. Information 
Technology professionals working in TBS can just enter AIN, RIB or 
OLIN at the DOS prompt. The help line is (613) 957-7065. — 


+ National Defence, ISSC BBS. For information, call DIS OPS 3-2-4- 2. 


Cary Honeywell at a ae 995-5886. 
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Initiatives in 
Review 


Federal Government 
Moves toward Single 
EDI Standard 


Since May 1993, the federal govern- 
ment has been using the EDIFACT 
(EDI for Administration, Commerce 
and Transport) standard whenever 
possible for Electronic Data 
Interchange. 


Departments and agencies are 

using the EDIFACT standard for new 
Electronic Data Interchange applica- 
tions within government. Similarly, 
when using EDI with other trading 
partners, departments choose the 
EDIFACT standard where possible, 
giving due regard to minimizing costs 
to both parties. 


The Treasury Board Information 
Technology Standard (TBITS) No. 10, 
adopted in 1991, allows for the use 
of both the EDIFACT and American 
National Standard Institute (ANSI) X12 
standards in the federal government. 


Since 1991, the X12 and EDIFACT 
standards organizations have been 
working to align their standards as 
closely as possible. As a result, in 
January 1993, the members of ANSI 
X12 agreed to adopt EDIFACT as the 
single EDI standard. This is expected 
to take place in 1997, following 
release of Version 4 of the American 
National Standard. 


The Treasury Board Secretariat has 
supported the move to a single inter- 
national standard to increase effi- 
ciency and reduce costs to industry. 


Electronic Data Interchange allows for 
the exchange of information, so that, 
for example, purchasing and billing 
could take place between two busi- 
ness partners completely electroni- 
cally, without the need for paper 
transactions. 


Contact Sue Gavrel at (613) 957-2527. 
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Revenue Canada’s IT Apprenticeship 


Program 


Revenue Canada has seen its share 
of change — organizational, cultural, 
technological — over the past 
several years. To help people cope 
with the technological changes, 

the department felt that there was 

a need to train a strong base of 
users to help organizations integrate 
technology into their daily opera- 
tions. Four nine-week apprentice- 
ship courses were established to 
train selected employees in the use 
of networked workstations, laptops 
and associated software. The idea 
is that these employees, once 
trained, will be able to assist their 
co-workers in using these tools 
effectively. In effect, the trained 
employees become “paratechnolo- 
gists,” able to help their organiza- 
tions in: 


troubleshooting software 
problems; 


troubleshooting basic hardware 
problems; 


providing consultation services 
on micro applications; 


Letter to the 
Managing Editor: 


| have just finished reading the first 
edition of the “Information Technology 
Newsletter” and | am very impressed. 
The information contained in the first 
issue was very informative and high- 
lighted some serious problems facing 
the IT professional today. 


helping in training and installing 
new software or applications 
when needed; 


- keeping abreast of new 
technology; 


liaising with IT service centres 
and headquarters; and 


attending training sessions and 
refresher courses sponsored 
by the Information Technology 
Branch (ITB). 


The Program has been designed by 
the Information Technology Branch 
in consultation with the Human 
Resources Branch. The next 
sessions of the Program will be from 
September 20 to November 19, in 
residence at the Revenue Canada 
College in Rigaud, and will include 
participants from other departments. 
For more information, call 

Line Lacombe Laurin, Technology 
Awareness Division, ITB, Revenue 
Canada at (819) 994-4610. 


| have been an IT professional for 
almost 30 years and | have never felt 
so frustrated in my attempts to stay 
abreast of new technology as | do 
today. | am in a position where it is 
necessary for me to balance the 
responsibilities of supporting applica- 
tions developed under old technolo- 
gies while attempting to learn, use 
and, support the new technologies of 
today. It is an almost impossible task 
and it is made even more difficult 
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Government Services 
Canada’s (GSC’S) 
High-tech Brokerage 
Service 


Launched in June 1993 by 
Government Services Canada, the 
Unsolicited Proposals Brokerage 
Service for Information Technology 
(UPBS for IT) encourages high-tech 
firms to submit innovative proposals 
for the application of information 
technology aimed at improving 
government operations. 


The service distributes proposals to 
potential sponsors in government 
who may benefit from the idea. 


The UPBS for IT team will be at this 
fall’s Ottawa Business Show and 
at the Technology in Government 
Week forum. For more information, 
contact Christine Thomas at 

(819) 956-1167, or Marianne Tang 
at (819) 956-1669. 


when one is located in a remote 
location like Edmonton. 


| look forward to hearing more 

about the Institute for Government 
Informatics Professionals and if | can 
be of any assistance to you and your 
efforts, please do not hesitate to 
contact me at any time. 


Robert Farley 
Public Works Canada 
Edmonton 
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Feedback Review 


Our survey at the back of the 
newsletter has elicited a lot of faxes 
from our readership. Without boring 
you with the statistics, here are the 
salient points of your message: 


e you like what you see; you find 
the information useful — naturally, 
depending on your interest, back- 
ground and outlook, some informa- 
tion is more useful, some less; 


e there are some problems with the 
distribution of the newsletter. We 
are working to improve the 
distribution of the paper 


hesitate to let us 
know; 


version. If you have any y NS 
suggestions, do not (U 


e the “Calendar 
of Events” 
section is 
useful only if 
it presents 
events planned for 
the future. We will 
improve our planning 
to ensure you get a 
more prospective (rather 
than retrospective) 
calendar; 


¢ you want more information 
about the use of IT and major 
projects in various government 
departments and other govern- 
ments in Canada and abroad; 


e you want a column soliciting 
readers to share information about 
interesting and useful IT working 
tools that help them address busi- 
ness needs in their departments; 


¢ you want to know more about 
the vision of IT leaders — IBM, 
Microsoft, etc. — and what it 
means for you; 


e you want to know how the govern- 
ment is doing in its move to open 
systems; 


e you want brief summaries of 
minutes of meetings of key 
government IT-related committees 
(e.g. ACIM, TIMS); 


e you want us to expand a little 
on the topic suggested for the 
“Open Forum.” It seems we are a 
little too cryptic (or fuzzy) on what 
we want to see in the way of 
contributions; 


e you want 
more infor- 


CE mation on 
the IT public 
documents 


available, 

e.g. TBITS 

Standards, 
Strategic 


IM/IT policies, 
cic 


e you would 
like for ACIM, 
TIMS and 
others to use this 
newsletter to solicit IT 
managers for their 
feedback on proposals 
and recommendations. 


Thanks for the kind words and an 


even bigger thanks for the good ideas. 


We promise to act on them quickly. 
Keep those comments coming! 


“It is a mistake to allow any 
mechanical device to realize 
that you are in a hurry.” 


(Ralph’s Observation) 
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The CI0 on 

the Blueprint: 

An interview with 
Andy Macdonald 


The Office of Information 
Management, Systems and 
Technology (IMST) has released the 


_ Blueprint for Renewing Government 


Services using Information Technology 
(see related article). Chief Informatics 
Officer (CIO) Andy Macdonald recently 
spoke with /T: The People Challenge 
on the challenges and opportunities 
presented by the Blueprint. 


Highlights _ : 
‘The CIO onthe Blueprint 


A Blueprint for Renewal _ 


ITCMP: A Progress Report 


| Need an EDP Change? 


Try ITAP 


CANARIE: A First Step in 
Building Canada’s Information 
Superhighway 8 


Spring Update from The Institute 11 


ISSN: 1192-7747 


® 


Volume 2 


Q: On the issue of achieving 
commitment: There is a relatively 
modest record of success with 
big initiatives. Why will this one _ 
succeed? How do you propose to 
convince the key players to “buy 
into” this initiative? 


A: The Blueprint is the view from 
60,000 feet. It presents, first and fore- 
most, a business-driven approach to 
renewal, enabled by information tech- 
nology. We are trying to start a 
process of rethinking how things are 
done on the ground and why — a 
process where business managers 
themselves do the rethinking. You 
know, there are not a lot of new ideas 
in this document. It takes the best 
concepts from the TBSAC Information 
Management Subcommittee (TIMS), 
the Council for Administrative Renewal 
(CAR) and departments and places 
them in an overall framework to 
provide a context for departments’ 
ideas, approaches and innovations. 

It also provides managers with the 
opportunity to help their department 
to attain the vision of the Blueprint. 


| believe that commitment will occur 
because public servants themselves 
want the vision of the Blueprint to 
succeed. The document has been 
widely distributed: we are talking to 
the management committees in 
departments, to regions and to indi- 


Governme 
Publicatio 


will get the message out far and wide. 


As to the key players, they have to be 
the departments themselves. | see 
Revenue Canada, Industry Canada, 
Human Resource Development and 
Public Works and Government Services 
as playing early significant roles. A key 
theme is the “single window” concept. 
Industry Canada’s Business Centres 
and HRD’s Income Security Project 
and its InfoCentres (of which there are 
already some 230 across the country, 
albeit not fully “tech-linked” yet) are 
going to be key in moving towards the 
“single window.” 


Speaking of achieving commitment, 
once we’ve had a chance to consult 
and review the feedback received, 

| intend to take the Blueprint to the 
Treasury Board ministers for their 
approval. This will provide a govern- 
ment endorsed strategic direction for 
how we should recast our business. 


Q: Impact on people and the 
“people challenge”: Putting the 
Blueprint to work will require wide- 
spread and continuous re-engi- 
neering, which will have a signifi- 
cant impact on people everywhere 
in the system. What are the key 
“people challenges” and how do 
you see them being addressed? 
What are the challenges for the 
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IT community in government? 
What can (and should) the commu- 
nity do to rise to these challenges? 
How do you expect the nature of 
the interaction between IT people 
and program people to evolve 
over time? 


A: There are two factors at play here: 
job loss and acceptance of a new way 
of doing business. The nature of many 
jobs will change and, in some cases, 
job losses will be inevitable. The 
government, however, has guaranteed 
employment security, and we are 
getting the human resources issues 
up front and at the planning stage of 
new projects and all the way through 
implementation. We will work with 
unions to find the most suitable 
approaches; we will look at the content 
of jobs with a view to enhancing them; 
we will develop training programs to 
retrain those whose jobs are changing 
or disappearing. 


There are working models to learn 
from. SIGNET, Foreign Affairs’s new 
secure communications network, 
displaced a number of communicators 
while at the same time creating a 
great demand for LAN administrators. 
So their approach is to retrain a 
number of those displaced to satisfy 
the new demand; others are being 
redeployed or, in some cases, 
choosing the Workforce 

Adjustment option. 


To get acceptance of a cultural 
change, again, we have to build 
people front-and-centre into the 
process, looking closely at job 
content, job enrichment and the 
design and operation of the new 
system. People must help develop 
approaches to training and retraining. 
| acknowledge, however, that it will 
be neither simple nor easy. 


As far as our IT community in govern- 
ment is concerned, | believe that we 
have a personal responsibility to main- 


tain and enhance our skills, particularly 
at a time when the half-life of those 
skills has plummeted down between 
three and five years. We should be 
taking our cue from the Blueprint, 
which clearly speaks in terms of “busi- 
ness driving technology.” That should 
set the tone, not just for how we want 
systems to be put in place, but also 
for the nature of the interaction 
between business managers and IT 
community members. Being “driven 
by business” means that the IT 
community member works more 
closely with the business manager, 
hones his or her skills to achieve a 
closer, more effective relationship 

and working style, and continuously 
adapts traditional implements and 
methods of doing things — like 
System Development Life Cycle 
(SDLC) methodologies, or project 
organization and management tech- 
niques — to accommodate the needs 
of business. 


We recognize that the traditional 
SDLCs.do not respond well to our 
clients’ needs, and hiding away from 
the user for half an eternity to develop 
a system that the user ultimately no 
longer wants or needs is not healthy. 
In my discussions with my private 
sector ClO colleagues | have heard 
reports that 70 per cent of the user- 
defined functionality of some systems 
are actually never — not seldom and : 
not occasionally, but never — used! 

| am sure that this represents extreme 
cases, but even if it were 20 per cent, 
it should tell us that something 

can be improved in the process of 
establishing and meeting user 
requirements. # 


There are possible solutions. Rapid 
application development techniques 
and mixed client-IT teams working in 
a tight time box of four to six months 
to develop a working prototype with 
the core functionality is one way. 

It forces user tradeoffs and client 
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responsiveness. This requires an 


- empowered team — and | mean fully 


empowered. They make all the func- 
tional, performance, configuration, 
delivery and other tradeoffs required 
within the fixed budgets allocated. 
And at the end of the day, everyone 
will look at the product and decide if 
it’s “go” (i.e. iterate again to get all 
functionality), or “no go” (with limited 
losses). 


These are only some of the challenges 
for the IT community in government. 

| want to come back to a point | made 
earlier about “personal responsibility” 
for skills and competencies. | want to 
broaden this, to include “career”: ulti- 
mately, you are responsible for your 
Career; you are your own “career 
manager.” Naturally, the employer — 
the government — has responsibilities 
too. For instance, once we have 
defined the profile of the jobs people 
aspire to in terms of specific experi- 
ence, expertise and expectations so 
that people are informed and can plan 
accordingly, we should provide oppor- 
tunities for them to develop their 
“missing sides”. For instance, 
someone without sufficient manage- 
ment experience would benefit from 


an assignment or a lateral move 


offering this opportunity. Parallel 
streaming is another technique for 
those in the community who are 
simply not interested in management 
careers. In the next few years, we'll 
want to see how the Uniform Job 
Evaluation Plan can be applied to the 
IT community. 


A point | often make is that we, in IT, 
must maintain an “open community.” 

| am really glad to see so many ASs, 
PMs and other designations alongside 
CSs in our community: they bring 
variety, a different outlook and a voice 
that sometimes speaks in tones more 
melodious to their clients’ ears — 
something | expect our community to 
do more in the future. 


So, | see a three-sided coalition at 
work in addressing the “people chal- 
lenge,” made up of the IT community, 
its business clients and management. 
Each has a key part to play in this 
alliance. The IT community adopts 
new approaches while sharpening its 
skills and broadening its competen- 
cies; it also partners with its clients, 
who make a meaningful partnership 
possible by voicing their needs and 
investing their trust. Finally, manage- 
ment sets the parameters of full 
empowerment and stands back while 
IT and its business partners make 
their tradeoffs and decisions and 
proceed to implement them. 


Q: The Blueprint, cultural change 
and the “learning organization”: 
Culture is probably the most diffi- 
cult thing to change; yet, cultural 
change is essential in achieving 
many of the aims of the Blueprint, 
including the “learning organiza- 
tion”. How do you see the cultural 
change process? Who drives the 
cultural change? What incentives 
will there be for changing to a 
learning organization? 


A: | wish | could divine magical ways 
of “flipping” the organization to some- 
thing closer to the Blueprint’s vision. 

| can’t do that. | have a feeling, 
though, that to some extent this will 
happen as a matter of course. When 
you bring information into the organi- 
zation in a big way, you very quickly 
come to the realization that, first, you 
need fewer people to do some of the 
work and, second, that you need to 
deploy them differently simply 
because the way the work is done 
changes. In turn, the shape of the 


organization changes and so does the 


way work flows, as well as the 
arrangements between people 


through which work is achieved. More 


and more of the work will be done in 
multidisciplinary workgroups whose 
composition and marching orders are 
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not a product of organizational hier- 
archy but of opportunistic “teaming for 
results.” Thus, hierarchy as work orga- 
nizing principle loses strength, to be 
replaced by more fluid and organic 
work structures. How do we achieve 
this? Well, to some extent, it will 
happen because the new workflows 
will “chisel out” the new shapes and 
structures like glaciers and rivers 
through rock. However, we also need 
to help the process along: we need 
incentives and concerted action to 
complete this cycle of cultural 

change. The single most important 
driver is going to be the manager. 
Unfortunately, we are very limited in 
the incentives we can provide, particu- 
larly of the material variety. What we 
can provide mostly comes down to 
“ego income” — recognition, awards 
and peer respect. 


Q: Message to the IT community: 
Do you have some parting thoughts 
for the IT community? 


A: | am absolutely delighted to be 


~ a part of this vibrant and exciting 


community. There are great opportu- 
nities ahead of us, and as many chal- 
lenges; the Blueprint only begins to 
convey a sense of their magnitude. 

In helping our clients implement the 
vision of the Blueprint, | expect us to 
rise to the occasion. | have no doubt 
we will, and | know we will make all 
the difference! III 


Peter Brandon 
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A Blueprint for Renewal, 
a Call for Retraining 


Public service and information 
technology are about to strike a new 
bargain. If all goes well, two deserving 
winners will emerge: the “public” 

and “service.” 


IT: from “enabling” to fundamen- 
tally “integrating.” Chief Informatics 
Officer Andy Macdonald’s Office of 
Information Management, Systems 
and Technology has released for 
consultation its Blueprint for Renewing 
Government Services using 
Information Technology, a guiding 
document designed to helo program 
managers, administrators and the IT 
community capitalize on information 
technology to provide significantly 
better and streamlined services to 
the public. The paper picks up where 
Enhancing Services through Innovative 
Use of Information Technology: 
Strategic Direction for the 90s left off. 
The Blueprint marks a new phase in 
the way IT is perceived: IT isn’t only 
“enabling,” as emphasized in 
Enhancing Services, it is also funda- 
mentally “integrating” in a way which 
both allows and requires the develop- 
ment of new approaches to organiza- 
tion, direct delivery and support of 
services in government operations. 


Vision and pillars. The vision of 
the renewal process is Government 
Services that are Affordable, 
Accessible and Responsive. There 
are eight “pillars” to this vision: 


e Convenient, single-window 
service. Public service is about 
providing citizens with easy access 
to quality services, and conve- 
nience through a single source 
(“single-window”) for multiple 
Services. 


e The public should not be held 
responsible for the way govern- 
ment organizes itself. Clients 
should receive transparent, seam- 
less services driven by client needs, 
not shaped for the convenience of 
traditionally stovepiped programs, 
processes and systems. 


e Client interfaces empowered and 
tooled up. Those providing direct 
services to clients should have the 
tools, delegation and skills to act 
decisively and provide quality value- 
added services to clients. 


e Continuous relevancy through 
learning. Current knowledge, 
up-to-date skills and continuous . 
appreciation of client needs can 
only be maintained in an environ- 
ment of continuous learning. 


e Integrating power of IT boosted 
through standardization and 
interconnectedness. A standard 
suite of interconnected system 
tools for decision-making and 
service delivery is a reasonable 
compromise between the concur- 
rent needs for requisite variety and 
diversity, compatibility and interop- 


erability, and ease of learning in an | 


environment of economy and thrift. 


e Integrating power of IT boosted 


through shared solutions. 
Common solutions for similar 
problems and common systems 
and services for like purposes are 
economically desirable and take 
advantage of one of IT’s best 
features: the capacity for a high 
degree of generic problem-solving. 


e A shared information space 


through a government electronic 
information infrastructure. 
A ubiquitous, standards-based 


government electronic information 
infrastructure will create a more 
complete basis for rationalizing 
operations, service delivery and 
decision-making in response to 
increasingly compelling “any place, 
any time” business drivers. 


e Paper and human intervention 
out where they do not belong. 
Paper is still the preferred medium 
for those who read on the bus, 
and human intervention will never 
disappear, particularly in value- 
adding situations. There is room, 
however, for both to be redesigned 
out of a lot of other places in 
government operations. 


The Blueprint articulates five sets of 
architectural principles for the process 
anchored by these vision pillars, and 
illustrates a number of possible 
models of IT-enabled future service 
delivery scenarios. But what does 

this mean for the IT community, and 
where do we fit in? 


New competencies. A tall order is 
being painted, and there’s a lot of 
work ahead if it is to be implemented. 
For the Blueprint to achieve its vision, 
those doing the work will have to be 
some or all of the following: 


e Integrative thinkers. IT as the 
“integrative paradigm” of renewed 
government requires specialists 
who can think integratively. 


e Value engineers. IT that does 
not add value is an unnecessary 
expense. IT implementations will 
need to be “value engineered.” 


e Shared “information and func- 
tional space” planners. Islands 
of information and functionality 
are replaced by a “common” (as 
in Boston Common) thinking 
and approach. 


e Re-usability architects. Our IT 
constructs will have to be engi- 
neered not just for use, but also for 


re-use. (Incidentally, IT “blue boxes” 
in the way of re-usability reposito- 
ries are proposed in the Blueprint.) 


e Shared solution providers. 
Unique solutions have long been 
the mark of distinction and differen- 
tiation in the corporate power 
game. The new realities require 
unlearning the old skill of the 
unique design and particular 
implementation, and learning 
the new arts of the generic solution 
and IT-enabled alliance. 


e Service interface designers. 
Mediated and un-mediated service 
interfaces will proliferate. Designing 
these interfaces will require special 
skill, sensitivity, knowledge and 
common sense. 


e Substitution specialists. IT’s (and 
information’s) greatest properties 
include their ability to substitute for 
other things, such as labour, fuel, 
human intervention or paper. 
Intelligent and economically rational 
substitution will require skill and 
strategic thinking. 


e Cross-functional, cross-organi- 
zational and cross-system facili- 
tators. Horizontal coordination and 
mutual adjustment is growing 
rapidly, creating a significant niche 
for the appropriate skill sets. 


e Learning organization builders. 
The organizations behind 
successful service delivery and 
support will be those who can 
learn, internalize the knowledge 
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and adapt continuously to a 
quick-paced environment. Building 
and wiring the “synapses” of these 
organizations will absorb many a 
skilled specialist. 


And this is probably just a timid partial 
list. It is only appropriate to assume 
that we will be the ones called upon to 
do a lot of the designing, developing 
and implementing work that lies 
ahead. If we are to answer this call 

in a way which does honour to our 
profession, this tentative list of compe- 
tencies should give us something to 
think about. 


For more information on the 
Blueprint, please call Tony Chu at 
(613) 952-3366, or fax him at 
(613) 952-1516. Il 


Peter Brandon 
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IT Community Management Program: 


A Progress Report 


The IT Community Management 
Program (ITCMP) is an interdepart- 
mental network of IT professionals 
committed to help equip the IT 
community in government with the 
tools and skills needed to deliver 
quality services to its clients. To 
achieve its goals, the ITCMP, which 
operates as a “virtual organization,” 
has undertaken numerous initiatives 
in the areas of service quality, career 
management, communications, and 
professional development. 


Here’s a Summary of progress of 
those initiatives: 


Service Quality 
e development of a Service Quality 
Toolkit; 


e development of a Service Quality 
Pledge and Model; and 


e initiation of a Service Quality 
Partnership undertaking with 
departments. 


Career Management 


e development of a Candidates 
Database matching skilled IT 
professionals seeking new career 
challenges with assignment 
requests. This is in the context of 
the IT Assignment Program (ITAP) 
which offers managers the oppor- 
tunity to find the skilled resources 
they need to meet their program 
objectives. Since its inception, ITAP 
has successfully placed over fifty 
IT professionals; 


e initiation of a full-scale marketing 
program for ITAP; 


+ development of selection standards 
and generic job descriptions for 
members of the IT community; 


e development of a career manage- 
ment model in partnership with 
the Institute for Government 
Informatics Professionals; and 


e creation of the /T Tool Kit-CD-Rom. 


Communication 


¢ publication and distribution of five 
electronic and paper issues of 
IT: The People Challenge, the 
ITCMP’s newsletter; 


e creation of the monthly flyer 
IT: The People Challenge — 
HEADLINES, available on X.400; 


¢ completion of an electronic dissem- 
ination study (more about it in a 
future issue of this newsletter); 

e participation at events; and 


e presentations about the ITCMP 
to various departments. 


Professional Development Days 

e PD day in Vancouver (see our 
fourth issue of the newsletter 
for a description); and 
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e other regional and National Capital 
Region events. 


The success of the ITCMP can be 
attributed in large part to the participa- 
tion of four working groups which 
meet regularly to discuss issues 
relevant to the IT professional. The 
working groups, Comprising members 
of the IT community, are each respon- 
sible for the following themes: 


© career management; 

e professional leadership; 

e customer service; and 

e culture/change management. 


The ITCMP also relies on its group 
members to spread the word about 
the program, and the services and 
products it offers. Even in this informa- 
tion age, word of mouth may still be 
the best tool yet to disseminate infor- 
mation. Therefore, if you would like 
to contribute to the success of the 
ITCMP, why don’t you let your 
colleagues know about the program, 
so that they may tap into the IT 
network. 


For further information, please contact: 


Doug Redden 
Program Manager 
(613) 957-2419 


A SUCCESS STORY 


X.400: C=ca; A=govmt.canada; 
P=gc+tbs.cts; S=redden; G=doug 

gemdes.carleton.ca 

Internet: DRedden@HPB.HWC.CA 


Rosalie Burton 
Program Manager 
(613) 952-8684 


Sharon MacEachern 
Career Management/ITAP 
(613) 957-8521 


General enquiries: 
(613) 952-0299. HI 


Rosalie Burton 


Need an EDP Career Change? Try ITAP 


Because of constantly changing 
technology, | believe it is important for 
CSs within the Public Service to seek 
new challenges, experiences and 
opportunities periodically through job 
mobility. The IT Assignment Program 
(ITAP), an initiative from the IT 
Community Management Program 

: (ITCMP), offers an interesting possi- 
bility: it enables you to work in other 
government departments from 
one to two years while maintaining 
an indeterminate status at your home 
department. 


Take me for example. Last 
November, through the ITAP, 

| acquired a position at Statistics 
Canada as a financial database 
administrator (CS-3) which involves 
working in a production environment 
maintaining a large Oracle V6 finan- 
cial database. This is my first posi- 
tion obtained through the ITAP, and 
Statistics Canada, my fifth govern- 
ment department since joining the 


Public Service as a CS-1 in 1979. 

| have also worked in the systems 
development area of Supply and 
Services Canada, the former 
Employment and Immigration, 
Fisheries and Oceans, and more 
recently the Office of the Auditor 
General. My current responsibilities 
will add valuable production skills to 
14 years of experience in the 
systems development field which 
includes 10 years of working with 
COBOL applications on Honeywell, 
Burroughs (UNYSIS) and IBM/MVS 
platforms as well as with PC/VAX 
Communications and MSA 
Information Expert, and 4 years 

on Oracle RDBMS on HP-Unix 
and IBM/MVS platforms. 


Job mobility has provided me 

with a wider perspective on the 
approaches taken in different depart- 
ments, with problem solving tech- 
niques and with methods by which 
to avoid certain systems problems. 


Also, networking in different depart- 
ments every few years has broad- 
ened my base of informatics 
contacts across the government. 


As an alternative to transfers, 
redeployments or competitions, 
the assignment program provides 
a great choice of available posi- 
tions and facilitates mobility. MIS 
managers can quickly fill their posi- 
tions, which might otherwise go 
unfilled, with qualified people from 
within the Public Service. An assign- 
ment might also lead to something 
more permanent. 


Based on my own experience, 

| would certainly encourage CSs 
and MIS managers to try out 
the program. 


For more information on ITAP, 
please call Sharon MacEachern 
at (613) 957-8521, or fax her at 
(613) 957-8700. 


Joe A. Holmes 


IT and Productivity: 
We Have Reason to Smile! 


À fundamental tenet of IT held that 
it would make users more produc- 
tive in their jobs. Yet the docu- 
mented results have been less than 
stellar. According to a recent article 
in the Economist (January 22, 1994, 
“What computers are for”), there is 
new evidence and rising hope. 

The problem, it seems, was not 

so much with the outcome — 

that was there — but with those 
measuring it (yes, you guessed it: 
economists again). 


There are typically five reasons 
why organizations employ IT: 
labour savings, improved quality, 
greater product variety, better 
customer service and faster 
responses. Economic statistics 
measure only the first directly, and 
because learning to use the tech- 
nology effectively takes time, 
savings have a knack of taking 
even longer to appear. But if econ- 
omists cannot measure benefits 
directly, they can at least look at 
the behaviour of customers (indi- 
rect measure). And if they did this, 
argues Erik Brynjolfsson of MIT’s 
Sloan School of Management, they 
would find that customers indeed 
bought more from those firms that 
have invested more in the tech- 
nology needed to turn out a greater 
variety of higher-quality products at 
high speed than from their rivals. 


Brynjolfsson’s study looked at IT 
investments made between 1987 
and 1991 at 367 large companies 
totalling nearly $2 trillion in sales. 
The results indicate two very 


important things: that IT really does 
enable fewer workers to produce 
more, higher-value output faster 
(increased productivity), and also 
that those organizations which 
invested in IT to make that happen 
got more clients to buy more from 
them (competitive advantage from 
their IT investments). In fact, 
Brynjolfsson’s study found an 
average gross annual return of 

81 per cent on IT investment for 
manufacturing and service compa- 
nies together! 


IS IT beginning to pay off? Are the 
gains in productivity (traditionally 
painfully small in relation to the 
huge investments in IT, now 
accounting for some 14 per cent of 
the installed:capital base) finally 
beginning to ramp up to more 
respectable levels? Well, according 
to another study, it wouldn’t be 
without precedent: electronic 
motors — a commodity in which 
firms began to invest heavily 
around 1900 — began to show 
substantive returns only around 
1920. If there is a moral here, it is 
that electrification of any kind takes 
time to make the most of! 


Adapted from “What Computers 
are for” the Economist, 
January 22, 1994. 
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E-mail Etiquette 
on the Electronic 
Highway 


With the lanes of the coming informa- 
tion highways and byways quickly 
clogging up with traffic, we’ll need all 
kinds of rules of the road to avoid 
embarrassing collisions and litigiously 
disabling potholes. Guidelines for 
using electronic-mail (E-mail) networks 
are needed as their use, and misuse, 
increases. As you drive on the infor- 
mation highway, here are some basic 
ideas from a recent PC Week article to 
save your organization from potential 
embarrassment: 


e Treat others on the road with 
respect. Be careful what you write 
in messages. Assume that any 
E-mail message you send will go to 
the worst possible recipient. E-mail, 
like all data, moves fast and has a 
life of its Own. Therefore, check the 
list of recipients before you send a 
message. We’ve seen an awful lot 
of apologies from people who failed 
to notice that one of the recipients 
of an earlier message was their 
boss. 


“Keep your mailing lists up to date. 
Care and maintenance of mailing 
lists can save money and time. 
Keep and use local lists for round 
trip messages, and periodically 
delete obsolete lists. 


e Forward and cc: messages with 
care. The temptation is often to 
forward and cc: everything to 
everyone, but all that does is clog 
mailboxes, waste time and money, 
and possibly jeopardize friendships. 
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e Keep records of your E-mail, and 
assume that others will as well. 
A file full of E-mail messages is as 
much a corporate record as any 
box of paper memos, and is just as 
worthy of archiving. Saving E-mail 
is even cheaper and easier than 
saving paper. Other people will also 
be archiving your messages and 


holding you to their contents, so 
you’d hate to be the only one 
unable to remember what you said. 


From “Avoid E-mail Bumps on the 
Information Highway” in PC Week 
January 17, 1994. Ill 


. AFirst Step in Building Canada’s 
CANARIE: Information Superhighway 


The Canadian government will 

invest $26 million in the first phase 

of the Canadian Network for the 
Advancement of Research, Industry, 
and Education (CANARIE). Operated 
and managed by the private sector, 
CANARIE will be the backbone of a 
national electronic highway that will 
give Canadians access to a broad 
range of information sources. By 
linking to regional and local networks, 
it is proposed to offer access to vast 
data bases, software programs, elec- 
tronic mail, and libraries at minimal 
cost. The capacity to exchange large 
volumes of data, text, images, video, 
and audio simultaneously will change 
the way Canadians do business, 
Carry Out research, and educate 
children and adults. 


Examples of proposed network 
applications range from collaborative 
diagnosis, high resolution image 
transfer, and radiation treatment in the 
health field to concurrent engineering 
and access to highspeed computing 
facilities for fluid dynamic analysis in 
the aerospace field. In the health area, 
specialists at major medical centres 
will be able to help doctors in remote 


areas by reviewing X-rays, MRI scans, 
ECGs, and other diagnostics thus 
creating virtual worldwide communi- 
ties of researchers sharing common 
problems and interests. The Canadian 
government also sees applications in 
astronomy (distribution of data from 
the Hubble Telescope, for example), 
agriculture (access to remote imaging 
data for crop forecasting), fisheries 
(access to super computers for deter- 
mining ocean currents) and forestry 
(access to remote imaging data to 
assist in forest management, improve 
conservation methods, and monitor 
pests and disease, harvest planning 
and early fire detection). 


The government is committed to 
implementing the first phase of the 
CANARIE business plan between 
now and 1995. This phase will 
include four elements: 


© upgrading the existing R&D 
network, CA*Net, to higher speeds 
to meet increased traffic demands 
and higher bandwidth applications; 


e establishing test networks and 
laboratories by the private sector 
for testing next generation informa- 
tion technology and applications; 


e developing advanced products, 
software and services to address 
complex emerging requirements 
such as combined voice, data, 
image, text and video communica- 
tions; and 


e preparing detailed technical defini- 
tion, costing and business planning 
of subsequent phases. 


The estimated cost of CANARIE’s 
Phase | is $115 million, of which the 
Canadian government will contribute 
$26 million. Private industry and other 
levels of government will provide $89 
million. By contrast, the U.S. govern- : 
ment spent $91.9 million in fiscal year 
1992 alone on NREN. 


The other phases of CANARIE 
include: 


e Phase Il (1995-98): the goals 
involve operating a high-speed, 
experimental text network; stimu- 
lating the development of new 
networking technologies, products, 
applications, software and services; 
and upgrading the R&D and 
Educational Network at a projected 
total cost of $450 million; and 


e Phase Ill (1998-2000): this phase 
entails migrating applications 
and technologies to operational 
networks at a potential cost of 
$600 million. 


For more information on CANARIE, 
please call Lynn O’Keefe 

(613) 660-3507, fax her at 

(613) 660-3806 or e-mail her at 
lokeefe@canarie.ca. Ill 


Peter Brandon 


KEEPING AN EYE ON THE JONESES: 
The role of IT in Reinventing Government 


Newsletter 


The US National Academy of Public 
Administration recently sponsored 

a forum to develop a vision of the 
evolving role of IT in government. 
Recommendations will be contributed 
to the National Performance Review 
effort headed by Vice President Gore. 


Here’s a brief outlook of the partici- 
pants’ vision for the year 2010: 


“The government and the private 
sector will have available a seam- 
less information infrastructure, 
including personal systems for 
citizens. The spectrum of 
programs and services will include 
multi-media, television, and mobile 
communications. Initiatives will be 

_ tied to strategic plans and cut 
across multiple organizations and 
levels of government (federal, state 
and local). Information technology 
will become integral to education 
at all levels. All citizens will have 
affordable access to the knowl- 
edge that is the foundation of this 
democracy. Their privacy will be 
secure.” 


The working groups focused on: 


e standards and infrastructures — 
hardware, software and 
economics; 


e plans and budgets for IT, as used 
to support government; 


e services and products delivered 
through IT; 


e issues concerning people and 
organizational cultures; and 


e IT procurement. 


Common themes found in each 
working group’s proposals or imple- 
mentation strategies included: 


e involving the public in defining 
service needs and developing 
suggestions for change; 


e ensuring that federal agencies 
work with state and local govern- 
ments and selected non-profit 
entities to develop integrated IT 
services for citizens and learn best 
practices from one another; 

e creating effective public-private 
partnerships; 

e using the most secure technolo- 
gies and practices to protect citi- 
zens’ privacy; 

e emphasizing results over 
processes in programs and the 
management systems that 
support them; 


e stressing accountability by 
involving public servants at all 
levels and developing sound 
performance measures; and 

e creating a government work envi- 
ronment that promotes innovation 
rather than rewarding managers for 
maintaining the status quo. 


The following were the high-level 
recommendations. For each of these, 
the forum recommended a specific 
set of actions and discussed imple- 
mentation issues and strategies. 


1. Customer service culture: 
Change culture of government — 
citizens become the primary 
customer. 

2. Single source service: Integrate 
services to the citizen. 

3. Intergovernmental approach: 
Improve intergovernmental 
coordination of IT. 

4. Re-engineering for service 
delivery: Re-engineer 


6. 


government processes around 
service delivery. 


. National information architecture: 


Develop the architecture for a 
national information infrastructure. 
Incentives: Establish incentives 
for creative use of IT. 


. Pilot projects: Promote and initiate 


IT pilot projects, particularly inter- 
agency and intergovernmental 
projects. 


. Clearinghouse: Establish a 


clearinghouse for “Best Practices” 
in IT. HI 


Peter Brandon 


IT: The People Challenge is 
now available through the 
following notice boards: 


ResSourceNet. After registering 
on the Treasury Board of 
Canada Information Network, 
dial the access number: 

(613) 957-7054. Information 
Technology professionals in 
TBS can contact the helpline 


at (613) 957-7065 or send a 
message to Maria Sabourin 
or André Henri. 


National Defence, ISSC BBS. 
For information, call DIS OPS 3- 
2-4-2 Cary Honeywell at (613) 
995-5886. 


IT: The People Challenge 
is also available on diskette 
from the ITCMP. 


News letter 


Book Review 


Finding, Hiring and Keeping the Best 
Employees, by Robert Half. Published 
by John Wiley & Sons, 218 pages, 
$32.50, 


One of the most important decisions 
a manager makes involves hiring 
people. Organizational restructuring, 
rapidly changing technology, pressure 
to do more with less and high client 
expectations have combined for 
dramatic changes in today’s work 
environment. With more demands 
and shrinking space on the “roster,” 
government IT shops — like most 
other shops — need to attract, 
develop and retain high potential 
professionals who can rise to the 
growing challenges. 


The book’s message is that in today’s 
complex and demanding environment 
you can’t really evaluate people on 
paper qualifications alone; it takes 
careful planning to define the skills 
you need and a healthy dose of good 
judgement to determine the all-impor- 
tant “right fit” between the candidate 
and the job. Just consider the poten- 
tial consequences of mistakenly 
making the wrong match. For one 
thing, you and the organization will 
have to live — potentially for a long . 
and unpleasant time — with the 
problems that person may create. 


Of course, few understand this better 
than Robert Half, the dean of the 
personnel selection business. As 
Chairman of Robert Half International, 
he has spent some forty years 
advising clients on how to pick 
winners and keep them. His book 
reads like an encyclopedia of sensible 
hiring methods. Here’s a selection: 


e Always write a full job descrip- 
tion. Having a profile that clearly 
and succintly defines job responsi- 
bilities, reporting relationships, 
education and skills required, 
salary range and benefits makes 
it easier to pinpoint the type of 
person required and screen out 
unsuitable applicants. 


e Check references carefully. Don’t 
ignore references or rely only on 
the ones the applicant provides. 
Identify other former bosses or 
colleagues who can comment 
knowledgeably on the applicant’s 
strengths or weaknesses. 


e Provide a thorough orientation 
for new employees. Give the 
new recruit a good overview of 
the organization. Carefully review 
with the new employees objec- 
tives, policies and procedures. 
Orientation puts new employees 
at ease, answers their questions 
and helos demonstrate your 
commitment to developing 
your people. 


e Develop trust and open commu- 


nication with employees. Staff 
members should be viewed as 
partners. Listening to employees, 
encouraging suggestions and 
creative problem-solving, and 
communicating in an open and 
honest manner will help you get 
the best from your people. 


e Use performance appraisals 


to motivate. Effective appraisals 
evaluate performance against clear 
and realistic goals and offer feed- 
back in a candid and supportive 
manner. Half recommends that 
much of the appraisals should 
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focus on setting future goals and 
agreeing on how they will be 
reached. 


e Help employees handle job- 
related stress. Excessive stress 
can have a devastating effect on 
an employee’s morale, health and 
productivity. Managers should 
watch for warning signs and 
provide help when stress rises 
to threatening levels. 


Finding, Hiring and Keeping the 

Best Employees is an easy-to-read, 
simple-to-apply checklist which every 
manager can use to make the kinds 
of hiring and staffing “hygiene” deci- 
sions required to build and maintain 
better teams. Place this book at the 
top of your “to read” list for 1994. III 


Mike Kennedy, The Institute 


_In today’s world, 

“the most important 
(possessions of) a — 
business are intangible. | 
: The real value is 
what's inside your head 
— not the machines, | 
not the software.” 


Alvin Toffler 
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1998: Camille, 30 years old, 
Manager in the Federal Government 


The following is an adaptation of a text 
written by Anne Bede! in L’utilisation de 
la carte à mémoire, a guide on smart 
cards for the French government. 


It is 8:15 a.m. and Camille is driving 
her car to work in downtown 
Ottawa. She glances at her car’s 
card reader.! This morning, she 
inserted her vehicle card and typed 
in her secret code so that she could 
access the commands. This card is 
quite a wonder: it not only contains 
all the administrative data on her car 
(registration, licence and insurance), 
but also an electronic log book for 
her mechanic and personal informa- 
tion such as the position of seats 
and pre-programmed radio stations. 


The licence card2 has been in use 
throughout Canada since June 
1997. For Camille, who never has 
an infraction, there are no delays at 
police check points. This would be 
particularly appreciated if she were 
a full-time truck driver... 


Beep! beep! beep! Her cellular 
telephone rings. It’s her colleague 
Brian, who tells her that this 
morning’s executive committee 
meeting has been postponed. 
Camille is now able to relax and 
calmly contend with the Queensway 
traffic jam. She thinks to herself: 
“This phone card is certainly prac- 
tical: by simply inserting it in my 
cellular phone, | can receive calls 
routed from my office and, what’s 
more, no one can make long 
distance calls on my phone 
without it.” 


Camille arrives at the department’s 
parking lot and uses her 


professional card to open the 
barricade. This multi-use smart card 
is not only an enhanced ID card 
containing her personal file (carefully 
protected by a double key electronic 
system), but is also an electronic 
signature device which enables her 
to sign various expense authoriza- 
tions by typing in her secret code, 
and to access Classified documents. 


During her day, Camille uses six or 
seven cards which replace all the 
dozens of papers that were needed 
only five years ago. For the sake of 
simplicity, she has selected the 
same secret code for all her cards. 
At the beginning, Camille wondered 
whether these cards weren’t really 
electronic spies keeping track of 
everything she did without her 
knowledge. However, she realized 
that the readers associated with the 
various systems faithfully returned all 
the contents of her cards. Moreover, 
if necessary, the government smart 
card section of the Office of the 
Privacy Commissioner can conduct 
an independent, detailed analysis of 
the cards and the systems used. 


Camille appreciates these small 
technological wonders which make 
her life easier. Of course, that does 
not prevent her from appreciating 
the traditional arts. Indeed, she is a 
violinist emeritus and she has a 
course this evening... 


Emmanuel Buu 


1 This card reader is usually incorporated 
in the car radio. 


2 Familiar abbreviation for a driver’s 
licence on a smart card. 


Newsletter 


Spring Update 
from 
The Institute 


“The Institute is an excellent method 
for upgrading skills and lives.” This 
is just one of many testimonials 
from enthusiastic students of The 
Institute for Government Informatics 
Professionals. Last year more than 
900 government IT professionals 
attended Institute courses and the 
Institute’s second year of operation 
begins with a solid track record of 
accomplishment. 


The Institute continues to meet the 
professional development needs of 

its clientele by developing customized 
courses. Two new courses were intro- 
duced in April and are being taught by 
Professor Walter Baker of the Faculty 
of Administration at the University of 
Ottawa. In addition to his academic 
career, Dr. Baker has senior manage- 
ment experience in government with 
the Department of Public Works, the 
Department of Indian Affairs and 
Northern Development, and the Public 
Service Commission. He also serves 
as a consultant to numerous govern- 
ment departments and agencies. 


Leadership Principles, from the 
professional course stream, examines 
the fundamentals of effective leader- 
ship. Modern IT professionals must be 
proficient in the technical aspects of 
their profession. Equally important, 
they must also lead and manage 
effectively. This course exposes 
students to the leading-edge thinking 
in the field of leadership, and helps 
individuals to discover how to develop 
their own distinctive leadership skills. 
To facilitate lively interaction between 
students and their colleagues, and the 
professor, the course is taught in a 
seminar format. 
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News etter 


Introduction to Management in 
Government is the first offering in 
the business stream of courses, a 
series designed to help the student 
understand the business of govern- 
ment. This course provides a 
broad-based overview of the struc- 


The Institute — Education Planner 1994-1995 


Chart a Year’s Course 
Use this chart to plan your 1994-95 education program. 


Note: Course availability is based on student demand and is subject to change. For final 
schedules, please contact the Institute well in advance before each semester begins. 


Credit ture, operations and decision- 
Course _ an PS Gp oe pat making processes in the federal 
No. Title pn ebro oes voy government. Students gain an 
Software Engineering & Architecture understanding of the “big picture” 
TO1 C Programming aie x X x of government, and a base 
TO Sofware Evol. & Re-engineering X ee pen a th 
TO4 Business Process Redesign X or Knowleage tat prepares ; em 
TO5 Developer’s Workstation x for more advanced courses in the 
TO6 Software Engineering X X business stream. 
TO8 Software Construction X 
T11 Advanced Systems Architecture X 
te Object-oriented Software Devel. X X X mee 
T16 Ul Design & Implementation X 
T18 Database Management Systems X 8 [oo 
T26 Data Structures X _ The IT Community Management 
Génie logiciel & Architecture Program (ITCMP) is a network — 
TO1 Evolution & remodelage du logiciel X of highly motivated individual 
pe Cet Ie) A ~ committed to addressing the issues 
T26 Structures de données X g 
Re and concerns of the IT COMMUNIEY. - 
Telecommunications 
125 Introduction to Data Communication X X ie The People Chall enge 
TO3 Distributed Systems X X . 
TO9 Intermediate Data Communications X _ newsletter is one of the ITCMP 
Teli Design & Implementation of communication vehicles that is _ 
Distributed & Client Server Appl. X published quarterly and distributed 
127 Information System Securit X 
pes y : to an audience of 12,000 members 
élécommunications 
ie Intro. aux communications de données X of the IT community. 
Project Management a Ue 
T23 Intro. to Project Management X _ 
T10 Professional Project Management x X + have questions r comments 
12 Advanced Project Management X about the ITCMP; 
ee ne Re ne . wish to receive other TCMP. 
ntroduction à la gestion de proje . 
T10 Gestion de projet professionnelle X products and services; 
Professional + would like to contribute articles 
PO2 Business Communications X x _ to/T: The People Challenge; 
POS Leadership X X |  . : 
PO4 Organizational Dynamics X wish to publicize upcoming 
PO5 Client Relations X events in /T: The People 
PO6 Managing Change X 
PO7 Team Dynamics X ere és 
Potentiel would like to join our working. 
P02 Communications d'affaires X group; and/or 
PO4 Dynamique de l'organisation X wish to receive our new, 
Business . athhy : 
BO1 Intro. to Management in Govt. X one page monty yer]. 


The People Challenge — 
HEADLINES available 
through x.400, 


please contact Rosalie Burton at 
(613) 952-8684. ‘ 


Non-Credit Educational Opportunities — The Institute Lecture Series — 

A program of special interest events delivered by industry experts. 

Upcoming topics: Client/Server Issues; IS Security; OODBMS; Profiles in Leadership; Information Highway; 

Business Process Redesign; Distributed Applications. 

For details contact: Lisa Ersil, The Institute, Government Telecommunications and Informatics Services, Place du 
Portage, Phase Ill, 4A2, 11 Laurier St. West, Hull, Quebec K1A OS5. Telephone : (819) 956-4259, Fax: (819) 956-7228. 
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Inform 


Treating Staff as Clients: 
An Approach to Quality 


Ask public sector IT managers about 
quality and they'Il often tell you about 
their clients. Ask them to describe 
their clients and they’ll probably talk 
about other sectors in their depart- 
ment or about members of the public 
or about other managers in the public 
sector that rely on their information 
processing expertise. Ask them 
about how they go about managing 
for quality and they might — assuming 
that they’ve been exposed to some of 
the current thinking on the subject — 
talk about how their IT people now 
devote more time to listening to their 
clients, more energy to understanding 
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their clients’ ambitions and more effort 
to remove their clients’ frustrations. If 
they are well-versed in Total Quality 
Management (TQM) principles they’ll 
talk about controlling variability by 
developing a “quality culture” within 
their organization so that the clients’ 
needs are better served. 


But if managers are truly going to 
achieve a quality culture, it’s important 
that they move beyond thinking of their 
staff as a group of people who are 
simply to be directed to serve external 
clients. The real breakthrough towards 
a quality culture comes when 
managers begin to see their staff as a 
kind of “internal client” and to deal 
with them in exactly the same way 
they treat their external clients. In other 
words, managers should devote more 
time to listening to their staff, more 
energy to understanding their staff's 
ambitions and more effort to removing 
their staff's frustrations. 


Would this turn things back to front? 
Would it mean that instead of the staff 
working for the manager, the manager 
would be working for the staff? That is, 
in fact, what does happen and what 
should happen. 
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When a manager becomes a support 
person for the staff, it means that he 
or she takes an active interest in 
advancing the career of everyone 
within his or her sphere of responsi- 
bility. For the IT community, that often 
means recognizing the importance of 
skills development and ensuring that 
there is a cross-fertilization of ideas 
and experiences among peers in the 
public and the private sectors. It also 
means understanding that inconsis- 
tencies within a manager’s own 
administrative activities can do more 
to harm quality efforts than any other 
single factor. 


One of the many positive conse- 
quences of seeing staff as clients is 
that “performance appraisals” naturally 
evolve into “performance feedback.” 

In other words, if a true client relation- 
ship exists between manager and staff 
— a relationship based on respect — 

it would be inappropriate for the 


Editor’s Corner 


October is quality month. This issue of 
IT: The People Challenge focuses on 
quality and information technology. 
Our aim is to remind you of the impor- 


tance of quality in all that you do as IT 
professionals. We hope you will find 
the articles interesting and thought 
provoking. Your feedback is welcome; 
please contact Michelle Boulet at 
(613) 952-8684. 
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manager to presume to control and 
judge the “client” through appraisals. 
Feedback, however, is an important 
tool for supporting and encouraging 
staff and leads to an exchange of the 
kind of information which is critical to 
TQM efforts. People need feedback to 
move forward, whereas traditional 
“oerformance appraisals” are viewed 
as more threatening and therefore 
tend to be counter-productive. 


The most important and obvious 
benefit of adopting a staff-as-client 
view is that the manager-staff relation- 
ship itself becomes a model for the 
quality efforts of the organization. 


In fact, there is no better guideline for 
a manager to offer his or her staff than 
“Treat our clients like | treat you.” HI 


by Lee Hunter 


Lee Hunter is publisher of “Hum — 

The Government Computer Magazine,” 
Canada’s national magazine for 
computing in the public sector. 

He can be reached at (613) 237-4862. 


The views expressed above are those 
of Lee Hunter and do not 

necessarily conform to Treasury Board 
policy. We are interested in your 
comments. Please contact Michelle 
Boulet at (613) 952-8684 or Doug 
Redden at (613) 957-2419. 


ITAP : 
A Success Story 


| would like to offer my compliments 

to the IT Community Management 
Program team at the Treasury Board 
Secretariat for its IT Assignment 
Program (ITAP). Eight months ago, my 
goal was to locate people who could 
assist Foreign Affairs in the implemen- 
tation of state-of-the-art computer 
hardware, network elements and soft- 
ware for the new SIGNET system. 
Through ITAP, | was able to draw upon 
a large pool of extremely talented IT 
professionals eager to undertake short- 
term assignments in Canadian missions 
around the world. 


To date, we have sent eight people from 
the assignment inventory at the CS-01 
and CS-02 (or comparable) levels, to 
such places as Germany, Denmark, 
Norway, China, Jamaica, Peru, 
Singapore, Indonesia and Venezuela. 


The ITAP inventory is incredibly easy 
and quick to use in comparison with 
other staffing processes (e.g. competi- 
tions, recruitment of term employees). 
| was able to tap into a whole informa- 
tion bank of resumés specifically 
tailored to the needs of the SIGNET 
program, that is, people who had 


experience working with Unix file 
servers on LAN manager networks 
over a transmission control protocol / 
Internet protocol (TCP/IP) internet- 
work. | am currently looking for more 
candidates for potential openings in 
the fall and am confident there is a lot 
more talent out there. 


| encourage both IT managers and IT 
professionals to explore this service. 
For IT professionals, ITAP offers an 
opportunity to learn how to use new 
and exciting technologies in other 
government departments and agen- 
cies. For IT managers, it provides a 
method for accomplishing activities 
that require temporarily increasing 
staff sizes with people who have 
technical expertise (e.g. full SIGNET 
system implementation for 8,000 
people in 18 months, at headquarters 
and in 112 missions around 

the world). 


For further information, please contact 
Sharon MacEachern, ITAP coordi- 
nator, at (613) 957-8521 or by fax at 
(613) 957-8700. HI 


by Brian Kirk 

Deputy Director, SIGNET 
Implementation Division 
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Editorial Policy 

This publication is produced under 
the auspices of the Information 
Technology Community Manage- 
ment Program. The opinions 
expressed are those of the authors 
and may not necessarily reflect 
Official views or policy decisions 

of the Government of Canada. 

All those associated with this 
publication are not responsible 

for errors or omissions. We may 
edit your contribution before 
publishing it. Where possible, 

we obtain permission from 
contributors before publication. 
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AS you may know by now, the 
Office of Information Management, 
Systems and Technology (IMST) 


released this spring the Blueprint for 


Renewing Government Services 
Using Information Technology. lt 
was circulated for consultation in 


draft form to obtain a wide range of. 


views on its principles from both 
inside and outside government. 


IMST received over 100 responses 


and territorial governments, 
the private sector, unions and. 
individuals. The responses were 


The CI0’s Corner 
“The Blueprint: An Update 


analysed to identify any outstanding 


issues or areas for improvement. 
_ | am pleased to say that based on 
_ the analysis, there is strong support 
___ for the vision and objectives of the 
Blueprint. The Treasury Board 
subsequently approved the vision = 


and objectives, in June. 


_ However, we were Searching for 


more than an endorsement for the 


26 project. We wanted constructive 
from federal departments, p Mi 


feedback — and received plenty of 


for elaboration: the human 


resources implications and how to 


SERVICE NEW BRUNSWICK: 
Using IT to Provide Quality Service to Citizens 


In the fall of 1991, the government of 
New Brunswick sought the views of 
its citizens on how to manage the 
province’s fiscal challenges. The 
taxpayers’ response indicated a desire 
for better and more convenient 
government services at a lower cost. 
At the time, 890 outlets provided 
service to over 195 communities _ 
across the province. The citizens of 
New Brunswick were frustrated and 
tired of dealing with multiple govern- 
ment offices for a single service or of 
having to travel to Fredericton to 
obtain a universal service. 


Following consultation, the govern- 
ment completely re-engineered the 
delivery of public services through 

a project entitled Service 

New Brunswick. The project’s objec- 
tives were twofold: to prove that 
one-stop shopping can improve public 
access to government programs 


and increase client satisfaction and 
to show how to use advanced LAN 
technology to reduce the cost of 
providing these services by sharing 
resources, eliminating duplication and 
rationalizing offices. 


The project began with the establish- 
ment of two pilot service centers to 
test these two objectives. Located in 
Woodstock and Caraquet, the centers 
have been in operation since January 
1993 and each offers over 60 services 
representing 16 departments. In 
addition to making government more 
accessible and responsive by bringing 
together a variety of service centers 
under one roof, the centers allow 

for extended hours of operation: 
Woodstock, for example, is open 

58 hours per week, including 
Saturdays. The citizens’ voice is 
heard through local advisory commit- 
tees which provide guidance on the 
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respond to them; information 


access and privacy; change 


management and governance; and 
the manner in which we will proceed 
with implementation. We also 
received editorial comments on the 
Blueprint document itself. The 


spondents have put forward many 


solid and important recommenda- 
tions which we will continue to take 
into consideration in the implemen- 
tation process. | will be providing 


it. Several aspects were earmarked . eee he wit 


issue of IT: The People Challenge. 


by Andy MacDonald 


operation of the centers and the quality 
of services delivered. 


What’s more, both centers embody the 
philosophy of Service New Brunswick: 
“Citizens of New Brunswick are our 
customers.” To complement their 

six weeks of training, the staff of 
Service New Brunswick developed a 
set of values and operating principles 
to guide them in their day-to-day work. 
Topics include quality client service, 
teamwork and participative manage- 
ment, creativity, innovation, achieve- 
ment and maximum performance and 
flexibility in the face of change. 


The public’s satisfaction rate with the 
two pilot centers is high, according to 
research undertaken in December of 
1993. For each area examined, namely 
the public’s use of the sites, speed of 
service delivery, hours of operation and 
expansion, client satisfaction averaged 
90 per cent. The public was equally 


Nes lors 


satisfied with the friendliness, 
thoroughness and knowledge 
level of the staff. 


The success of the pilot centers is 
undeniable and plans are under way 
for expansion. The main criteria when 
considering expansion will be to maxi- 
mize the usefulness of centers by 
putting them in places accessible 
within 30 minutes travel time for the 
majority of clients, so as to minimize 
service delivery costs. 


Over the next three years a network 
of Service New Brunswick offices will 
be established. Plans are under way 
to open a new site in Saint John, 
Moncton and Grand Falls during 
fiscal year 1994-95. Franchises and 
self-serve kiosks will be an alternative 
for less populated areas. In a joint 
intiative with New Brunswick 
Telephone, Service New Brunswick 
is also looking to provide services 
directly to the home and the office 
through an electronic service 
delivery program. 


Service New Brunswick is focused 
on the client: the citizen of 

New Brunswick. Not only is the 
customer king, but IT is the tool 

for providing government service at 
the touch of a button. 


For more information on Service 
New Brunswick, please contact 
Miche Martin (506) 453-2701. Ill 


Adapted by Leslie Watt from 
“Service New Brunswick, Past, 
Present and Future: From One-Stop 


to Non-Stop Customer Service.” 


Visit Ae booth at the 


GOVERNMENT TECHNOLOGY 
EXHIBITION 


October 25 & 26, 1994 
Ottawa, Canada 


Part of Technology in 


Tf & Cc Government Week 


SAY WHAT? Communication in 


the IT Fast Lane 


| was just finishing an ultra urgent 
document when | “slipped” and clicked 
on something terribly wrong .... and 

my computer went into cardiac arrest. 
Mad at myself and hopelessly late, 

| turned to “Rescue 995-0000,” my trust- 
worthy friends from Finnet,! who know 
me well by now: 


e Hi. Need your help. 
e Hey, you again! tn. 
e Yes, I’m afraid. Listen, A tn * 


why, but this and that just happene: 
and | can’t solve thespr 


e |t could be for this 


e Well, | just tried t 
so maybe .. 


° Hey! Hey! I’m TRY 


Pause and confusi 


could | possibly 
You're the kind seul 
problem for me! | ai 
computer, though . 


Such communication “ 
computer users and IT f 
on the increase, it seem 
departments continüe to pare, down their 
teams, the pace of work aocelerates and 
aging computers falter more often 
because funds to upgrade them aren't 
always available. 


In fact, network breakdowns (or other 
types of computer “weaknesses”) are 
becoming a daily problem in many areas 
in government. In this context, help desk 
professionals attempting to deliver quality 
services should try to remember the point 
of view of “agitated clients,” who may 
simply be frustrated by frequent break- 
downs or by their inability to get into the 
computer’s mind. And clients should 
definitely take a deep breath and put on 
a smile before reaching for the phone! 


1 Finnet Help Desk, Department of Finance 


Canada 


npn, * | SCG... 
“s,that would be ... 


Along with empathy, good communi- 
cation skills and a sense of humour 
are lifesavers in this line of work. In 

a recent InfoEd survey on the skills 
deemed most needed by IT profes- 
sionals, communication skills came 
first (3.8 out of a maximum rating of 
4.0), even before managing (3.7), 
consulting (8.4) and project 
management skills (3.4). 


“= Presenting solutions to clients in simple 


language requires both skills. Indeed, 
the knowledge gap between IT profes- 
sionals and clients can present an 
teresting challenge ... Consider this 
jewel” of clear communication: 


e So, how can | fix this problem? 


Well, you need to change the 
jumpers on your token ring card 
and then . 


Excuse me? “Jumpers?” ... .and 
broken ring!? 


No, token ring — you know, your 
network card. And then you must 
upgrade the card to four 
megabytes. 

and megabytes, now, 


…… the bytes rate, you know? 
e | think so. Maybe. Thanks. 


Knowledge is power, but it doesn’t 
translate into “quality service” unless it 
is understood! 


To be fair, IT “pros” usually do excellent 
work and are models of patience. 
We're going to need them badly in the 
years to come, as we venture further 
on the information highway. Periodic 
checks like this one should help keep 
the communication lines open. HI 


by Suzanne Bégin 


Suzanne Bégin has a bachelor in 
Communication from the University of Ottawa 
and is now acting senior editor, Print 
Communication Services, Department of 
Finance Canada. 


The Learning Organization 


and the IT Community: 


From Philosophy to Action 


The “learning organization” is all the 
buzz in management literature these 
days. But for many of us toiling in the IT 
trenches, the concept can seem a bit 
theoretical. David Garvin, Professor of 
business administration at Harvard 
Business School, defines the learning 
organization in practical terms: 


“A learning organization is an 
organization skilled at creating, 
acquiring and transferring knowl- 
edge and modifying its behaviour 
to reflect new knowledge and 
insights.” 


According to Garvin, learning organiza- 
tions become so because they are 
skilled at five main activities: 


e Systematic problem solving. 
Learning organizations, Garvin 


argues, use a systematic approach 
to identify and resolve problems 

as compared to the “shoot-from-the- 
hip” style so common in many orga- 
nizations. The result is the establish- 
ment of a common vocabulary and 

a consistent, organization-wide 
approach to problem solving. In 

turn, these add to organizations’ 
shared values and symbols. 


Experimentation with new 
approaches. Learning organizations 
experiment a lot and have many pilot 
projects on the go. Experiments are 
closely monitored and the results 
disseminated and studied. Most 
importantly, the experiments that fail 
are not held against those managers 
who initiated them — failure is just as 
much a part of progress as success. 


Learning from (and building on) 
past experiences. Successes 

and failures are the building 

blocks for future success. “Lessons 
learned” and other “retrospective” 


approaches are used systematically 
in new initiatives and projects. The 
most successful learning organiza- 
tions overcome the tendency of hier- 
archy to stifle objective analysis and 
punish mistakes and develop ways 
to “encode” lessons learned in ways 
that are instructive and stimulating. 


e Learning from other organiza- 
tions. Learning organizations spend 
a good deal of effort looking at best 
practices in other organizations. 
Enthusiastic borrowing is replacing 
the “not invented here” syndrome. 
“Benchmarking” and what some 
call the “SIS approach” (or “steal 
ideas shamelessly”) are used to 
gain an outside perspective. 


e Transferring knowledge. Learning 
organizations spread knowledge 
quickly and efficiently throughout 
the organization all the time. 

They ensure that breakthroughs — 
or breakdowns — in one area make 
their way quickly to other areas 
which can benefit from the 
experience. Knowledge must 
travel well, and so must 
knowledgeable people. 


These five activities, which Garvin 
elevates to the rank of management 
principles, are useful practical begin- 
nings. But learning organizations 
arent built overnight. In Garvin’s view, 
simple first steps for a learning 
organization include: 


e Fostering an environment 
conducive to learning. Allow time 
for reflection, analysis and assess- 
ment of client needs, current work 
systems and relevant products and 
services. That time will be doubly 
productive if employees possess 
the skills to use it wisely. 
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e Opening up boundaries and 


stimulating the exchange of 
ideas. Conferences, meetings, 
project teams and cross-functional 
working groups are mediums which 
help cross organizational lines or 
link outward with clients and 
suppliers to ensure a fresh flow of 
ideas, feedback and the opportu- 
nity to consider competing 
perspectives. (General Electric CEO 
Jack Welch considers “boundary- 
lessness” a cornerstone of corpo- 
rate strategy in the 1990s.) 


Creating learning forums. These 
are learning programs or events, 
such as strategic reviews, issue 
reviews, systems audits, internal 
benchmarking reports, study 
missions and “jamborees,” which 
bring together internal and external 
groups to share and learn from 
one another. They foster learning 
by requiring employees to wrestle 
with new knowledge and consider 
its implications. 


For those of us in the IT community, 
Garvin’s principles and first steps are 
neither surprising nor particularly 
revolutionary. That, however, does 
not make our challenges any 

less daunting. HI 


by Peter Brandon 


IT: The People Challenge is 
now available through the following 
notice boards: 


ResSourceNet. After registering on 
the Treasury Board of Canada 
Information Network, dial the access 
number: (613) 957-7054. Information 
Technology professionals in TBS 

can contact the helpline at 

(613) 957-7065 or send a message 
to Maria Sabourin or Andrée Henri. 


National Defence, ISSC BBS. For 
information, call DIS OPS 3-2-4-2 
Cary Honeywell at (613) 995-5886. 


IT: The People Challenge is also 
available on diskette from the ITCMP. 
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BEST PRACTICES 


VAC’s IT Community Gets 
Talking Thanks to Video 
Conferencing 


Information technology professionals 
at Veterans Affairs Canada (VAC) are 
staying in touch and in step thanks to 
video conferencing. This technical 
method of communication, introduced 
at VAC over two years ago, removes 
major communication barriers Such as 
travel time and cost. Among other 
uses, video conferencing facilitates 
interaction between IT professionals 
and IT users from across Canada. The 
benefits derived from the ability to talk 
to distant colleagues are priceless and 
include better and more communica- 
tion between regions and the center 
and, inherently, improved quality of 
work and efficiency. 


For the past year, members of the 
Corporate IT Steering Committee (i.e. 
systems users and IT professionals 
from seven cities in Canada) have 
been holding regular monthly meet- 
ings to discuss project issues. 
According to Howard Williams, 
director of Informatics Planning and 
Coordination at VAC in Charlottetown, 
meetings were much less frequent 
prior to video conferencing because of 
travel cost and time. Video confer- 
encing is an alternative communica- 
tion method that allows people to 
move in a common direction by 
directly talking to and understanding 
each other. This greater under- 
standing between IT professionals and 
users promotes efficiency, enhances 
the quality of work and fosters a 
greater collaboration and cooperation 
between people, which helps to over- 
come the “we-them” factor prevalent 
in a country as large as ours. 


Pay and Benefits _ 
_Re- “Engineering Project 


A key “flagship” initiative in the 
implementation of the Blueprint is — 
a government-wide project led 

by the Office of Information 
Management, Systems and 
Technology, Administrative 
Renewal Division, to re-engineer the 
pay and benefits business process 
across government and to exploit - 
enabling technology. There are 
some 3,100 line department 
employees and 1,500 Public Works 
and Government Services Canada 
(PWGSC) employees involved in 
pay and benefits administration at 
hundreds of sites across the _ 
country. It is estimated that re-engi- 
neering these processes in depart- 


ments will produce a permanent | 


reduction in current cost and — 
~ could yield cumulative savings « over 


5 years of roughly $124 million. - 
Once it is fully implemented, the 
re-engineering of the pay and : 
benefits Ousiness processes 
managed by PWGSC through the _ 
development of the Public Service - 
Compensation System (PSCS) 

is itself expected to produce signifi- 
cant annual internal savings 
estimated at $21 million. 


For further information please 
call the Pay and Benefits _ 
Re-Engineering office at 
(613) 941-9466. 


In the spirit of sharing, VAC lends its 
facilities to various government and 
non-government organizations. Those 
who have had access to the video 
conferencing facilities include 
teachers’ associations, the School of 
Nursing, provincial ministries and the 
University of Prince Edward Island. 
The facilities have also been used 
for training purposes, systems appli- 
cations demonstrations and 

job competitions. 


For more information please contact 
Wayne Killam at (902) 566-6888. III 


by Leslie Watt 


: whe it ‘Conca Management 

. Program (ITCMP) is a network 

_ of highly motivated individuals 
committed to addressing the i issues 
| and concems of the T comm ye 


Te Te People Challenge newslette : 
| is one of the ITCMP communication . 
_ vehicles that is published quarter! 

and distributed to an audience On. 
. 12, 000 members a the ie communit 


lf you: : 
|e have étions. or comments 

saboutthe TOME 8 
wish to receive other TCMP. | 


products and services; 


~ would like to contribute articles to : 
IT: The People Challenge: : 
» wish to publicize upcoming 
events in IT: The People | 
Challenge: . 


| would like to join our working . 
group; and/or 
‘wish to receive our new, 
one-page monthly flyerI77 
The People Challenge — 
_ HEADLINES available © 
- through x.400, 
please contact Michelle Boulet at. 
oy 962- 8684. 


BOOK REVIEW 


Customer Focused Quality: 
What to Do on Monday 
Morning 


by Tom Hinton and Wini Schaeffer. 
Published by Prentice Hall, 1994. 


Mae West was known for many 
things, but being an expert on quality 
was not one of them. Still, her famous 
declaration that too much of a good 
thing is wonderful is just as applicable 
to quality improvement as it is to 
other types of activity. In the new 
environment of government, where 
service to both internal and external 
clients has become more important 
than ever before, quality has become 
a top priority for every IT shop in the 
system. 


The Blueprint for Renewing 
Government Services Using 
Information Technology offers a 
game plan for using IT to transform 
government service delivery to make 
it faster, better, more accessible and 
less costly to the Canadian taxpayer. 
It notes that “Many consumers of 
government services appear to have 
lost their tolerance for bureaucracies.” 
The key to restoring public confi- 
dence in government’s ability to 
deliver the services Canadians 
depend upon is quality. 


But translating vision into action is 
never easy, and quality can some- 
times be an elusive goal. Every IT 
professional recognizes the impor- 
tance of quality, but what can we do 
in our day-to-day workplace to 

help make it happen? In Customer 
. Focused Quality: What to Do on 
Monday Morning, Tom Hinton, 

CEO of the San Diego-based 


Customer Relations Institute, and 
Wini Schaeffer, an executive with 
Motorola, provide a step-by-step 
game plan that can help your shop 
reach new heights in service quality. 


Hinton and Schaeffer believe that the 
first hurdle to cross in improving 
quality involves focusing on culture 
change. Achieving better quality often 
depends on obtaining acceptance 
and commitment at all levels of the 
organization and on how much 
people are encouraged to change 
their behaviour. Often this process 
must be spearheaded by an “organi- 
zational champion for quality” who 
challenges existing ways of doing 
things and sells other people on new 
ideas that will produce better results. 


Listening to what clients really want 
and understanding how well you are 
satisfying them is another big part of 
the process. This means determining 
who your clients really are, and then 
actively listening to them to identify 
what they expect and where they feel 
your performance could improve. 
Customer Focused Quality stresses 
that a well-planned client satisfaction 
survey can be of enormous value in 
pinpointing the areas where you can 
work on improving quality. 


Equally important is the need to listen 
carefully to employees. Remember 
that the commitment to quality has to 
be shared by everyone, not just 
senior departmental management. 
Front-line employees who deal with 
clients every day know what their 
clients want. Employees know how 
your shop works and where the 
trouble spots are. And with the right 
kind of encouragement from manage- 
ment, they can offer plenty of sugges- 
tions and ideas that will improve 
quality and client satisfaction. 
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Hinton and Schaeffer are convinced 
that investing in people is what really 
produces results. Many of the barriers 
to improved quality are organizational 
ones. Removing these obstacles 
often means changing or getting rid 
of irrelevant policies and procedures. 
Training also plays a key role in 
quality improvement: the most 
successful organizations tend to 
continually invest in the professional 
development of their employees and 
measure the effectiveness of training 
in improved client satisfaction. 


lf you want to make real improve- 
ments in quality, you have to 

set some meaningful targets. 
Benchmarking is an excellent tool 
for keeping score of your quality 
performance. Customer Focused 
Quality shows how to use bench- 
marking to identify critical success 
factors for your business objectives, 
establish standards you can use to 
assess your service delivery and set 
realistic targets for improving your 
performance and client satisfaction. 


Hinton and Schaeffer provide several 
case studies showing how private 
sector companies in such diverse 
industries as banking, automobiles 
and travel have used quality-driven 
business strategies to build a loyal 
customer base. But throughout their 
book they emphasize that, above all 
else, excellence in quality depends on 
one critical factor called leadership. 
Customer Focused Quality relates a 
conversation between a U.S. Army 
general in Korea and a young 
congressman who was very interested 
in the morale of the troops. After 
patiently answering the congress- 
man’s questions about food, mail 
delivery and recreational activities, 


(continued on page 8) 
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HRDC Joins Forces With The Institute 


Human Resources Development 
Canada (HRDC) is now undertaking a 
major social policy review which will 
have a major impact on its technolo- 
gical support for program delivery. To 
help articulate the role that information 
technology will play in its new mission, 
HRDC has developed a new informa- 
tion vision: to develop open, 
accessible and integrated informa- 
tion systems for simpler service 
delivery and to disseminate more 
useful and comprehensive knowl- 
edge to employees, employers and 
partners to support their human 
resources development efforts. 


HRDC realizes that people are key to 
making the information vision work. 
To help its IT professionals rise to the 


(continued from page 7) 


the general then explained the 

three things that the soldiers’ morale 

really depended on: 

e “Let them know their job is 
important. 

e Let them know they are doing 
their job well. 

e Let them know somebody 
appreciates their efforts.” 


Many years later, the now retired 
general received a letter from the same 
young man which simply said, “l want 
you to know that | have given a great 
deal of thought to the subject of morale, 
and after all these years | now realize 
you were quite right.” The letter was 
signed by Gerald Ford, President of the 
United States. 


Customer Focused Quality will provide 
you with the concepts and tools you 
need to get a running start on the path 
to quality improvement. Make this book 
a part of your shop’s must-read list. Ill 


by Mike Kennedy, 
The Institute for Government 
Informatics Professionals 


complex challenges the Department is 
facing, HRDC recently entered into a 


strategic partnership with The Institute: 


together, they are launching a major 
skills renewal project to upgrade the 
skills of HRDC IT professionals over 
several years. The Institute will play a 
major role in facilitating the transition 
by providing a well-balanced selection 
of services to HRDC. 


The program will begin in the next 

few months and consists of four key 
elements. A system of job architec- 
tures and job profiles will indicate the 
skills and knowledge employees need 
for various positions within HRDC. 

A career planning program will help 
individual employees to define their 
career goals, assess their skills and 


knowledge and identify the areas where 
additional development is needed. This 
will be followed up with an educational 
program offering a mixture of university 
courses and related seminars leading to 
a certificate of academic accomplish- 
ment. HRDC employees will also be 
able to undertake developmental work 
assignments providing opportunities 
for professional growth through on-the- 
job learning. 


lf you are interested in this project or 
see a need for a similar project 
within your department, contact 
Baiba St. John at (819) 956-6312. Ill 


by Mike Kennedy, 
The Institute for Government 
Informatics Professionals 


: Een ee 


Program (EDCO) 


Trying to finish off or ni your 7 
| degree? EDCOmaybethe . 
program for you! The ne : 
_ leave/co-op replacement program — . 
_ helps Public Service employees in ‘ 
_ the finance, personnel and infor- | 


mation technology communities _ 


_ pursue their career paths through . 


professional growth. The program 
_ enables employees to complete 


_an applicable university degree or 2 | 
to obtain a professional designa- 


tion by allowing them to _ 
… temporarily return to full- -time 
studies. The Treasury Board 


_ Secretariat (TBS) will provide your . 


manager with a qualified co-op — 
_ student to help 


met operational requirements 
while you are gone. While partici: 

_ pating in the EDCO replacement — 
program, you will be considered . 
_ tobeon temporary leave Without . 


pay, and as such, your depart- 


_ ment will pay you an allowance i in 

_ accordance with its policy. 16e 
TBS will reimburse you forthe 
cost of tuition fees and prescribed — 
manuals when you successfully 


complete the courses, 


For information on how to coo 

for the EDCO program, please | 
contact Kimberly Eadie at oo 
(613) 952-3350 or Sylvie Guertin- 
_ Pagé at (613) 957-7228. 
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WORKFORCE RENEWAL: 
some thoughts on making it happen 


The theme of “renewal” is something 
we hear a lot about in the Public 
Service today. In a quest to improve 
service delivery to clients and reduce 
spending, many departments are 
working very hard to upgrade and 
broaden their employees’ skills and 
change their organizational culture. 
Renewal sounds like a great idea in 
principle, but translating this concept 
into practice can often prove to be a lot 
more difficult than many people think. 


How can organizations make renewal a 
reality? There’s no magic formula, but 
some commonsense guidelines can 
make the process less arduous, more 
productive and produce lasting results. 


Highlights 
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Communication is essential. In times 
of rapid change, people feel anxiety 
about their future. This stress can mani- 
fest itself in all kinds ways: productivity 
declines, morale suffers and interper- 
sonal relations are strained. Under 
these conditions renewal will succeed 
only if management clearly explains 
what is going on, what kinds of perfor- 
mance goals the organization must 
meet and how employees can support 
these objectives. Candor, openness, 
and sincerity are essential. 


Training can make a major contribution 
to renewal initiatives. Renewal usually 
means changing how people think and 
the way they are expected to perform 
their work. This, in turn, often requires 
them to broaden their work skills and 
develop expertise in new areas. 
Training helps employees to acquire 
necessary job-related skills, develop the 
confidence to tackle new challenges, 
and realize that management cares 
about them. In the government infor- 
matics community, the Institute for 
Government Informatics Professionals 
is one source that provides training to 
support renewal programs. 


Leadership is a catalyst for change. 
Renewal inevitably requires breaking 
with traditional ways of doing things 
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and moving in new, more risky direc- 
tions. Proactive and dynamic leadership 
can set a direction for the organization 
and inspire employees to pursue the 
new vision with enthusiasm and 
commitment. 


Realistic expectations are key. 
Organizations will invariably enter into 
renewal efforts with enthusiasm. 
However, the reality is that many 
renewal programs encounter unex- 
pected obstacles and progress may 
seem painfully slow. Managing change 
is not easy. To make renewal programs 
work, organizations must be patient, 
be prepared to handle temporary 
setbacks and be willing to work on 
renewal over an extended period. 
“Quick fixes” may produce short term 
results, but they won't lead to any 

kind of lasting change. 


Above all, it’s important to remember 
two things: there is a real need for 
renewal in government today, and 
effective renewal programs can 
produce impressive results. In many 
parts of the government workforce 
renewal can be one of the most difficult 
and most fascinating management 
challenges ahead. But those depart- 
ments that make it happen will raise 
Public Service professionalism to a new 
level and make a valuable contribution 
to their fellow Canadians. Ill 
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WORKPLACE CHANGE: The Emerging Features of 
A New Human Resource Management Model in Canada 


The Canadian workplace is in a period 
of fundamental transformation. While 
the traditional organizational model still 
predominates in most Canadian work- 
places, many of its key features are 
under siege because of growing 
competition, technological change, 
the drive to reduce costs, and other 
changes in the external environment. 
New models of workplace organiza- 
tion that take a more strategic 
approach to the management of 
human resources are emerging, 
though their diffusion is still limited. 
Employers’ response to external pres- 
sures affects organizational perfor- 
mance, the nature of work, workers’ 
job security, and the polarization of 
earnings. 


These are the major conclusions of 
the Human Resource Management 
(HRM) Project, a national study of 
HRM trends in Canadian industry that 
was completed in Spring of 1994. 
While the study focused exclusively on 
trends in the private sector, many of 
the same sorts of pressures — such 
as the drive to reduce costs and the 
introduction of information technolo- 
gies — affect the public sector as well. 
The key principles of human resource- 
centered, high-performance work- 
place models apply to the public 
sector as well. 


The traditional approach to workplace 
organization focuses on reducing 
labor and operating costs while giving 
human resources low strategic 
priority. This traditional approach 

was found in 70-per-cent of establish- 
ments surveyed, which employed 

54 per cent of workers. High- 
performance organizational models 
incorporate a range of innovative 


human-resource practices, including 
employee involvement and job design, 
compensation-based approaches and 
incentives, training, and the provision 
of family benefits. Thirty-per-cent of 
establishments, employing the 
remaining 46-per-cent of workers, 
reported using strategic human 
resource management approaches. 


The analysis indicates that most firms 
that emphasize human resource 
management achieve similar or better 
results than those using a traditional 
model. These differences were most 
obvious in labor-related outcomes 
such as quits, layoffs, accidents, and 
grievances. Evidence suggests that 
high performance workplaces are 
also more efficient, particularly in 
achieving lower unit costs. 


The key factor affecting the implemen- 
tation of innovative human-resource 
practices and their impact on perfor- 
mance indicators is corporate 
ideology, especially progressive deci- 
sion-making. This measure, along with 
social responsibility, captures some- 
thing intangible — commitment to a 
participative and sharing organiza- 
tional culture. Without managerial or — 
employee commitment, innovative 
human resource practices and 
programs are not enough to substan- 
tially improve performance. 


Often, however, commitment to such 
innovative practices is only superficial. 
When the going gets tough, many 
organizations revert to traditional, top- 
down structures and behaviors. 
Managers and employees often 
expect such innovative approaches to 
deliver quick pay-backs. In fact, orga- 
nizational change is a learning process 


for both management and workers. It 
requires a change in attitude, behavior 
and corporate culture. It also requires 
a fundamental change in workplace 
relationships — and that takes time, 
commitment, trust and experience. 


Change isn’t easy to achieve. It is 
perhaps most difficult in a climate of 
downsizing and confrontation. The 
current period of organizational 
change in the public sector offers an 
opportunity to avoid the traditional 
cost-cutting path and manage of 
human resources strategically to 
achieve a high-performance work- 
place. That means involving 
employees in organizational structures 
and processes, enabling them 
perform to their fullest capabilities 
through training opportunities, and 
making the workplace more flexible to 
ease the pressures of balancing work 
and family responsibilities. 


The findings of the HRM Project are 
summarized in Gordon Betcherman, 
Kathryn McMullen, Norm Leckle, and 
Christina Caron, The Canadian 
Workplace in Transition (Kingston, 
Ontario: The IRC Press, Queen’s 
University, 1994). Detailed findings are 
reported in a series of background 
studies and reports. The HRM Project 
Series is available from 

The IRC Press, 

Industrial Relations Centre, 

Queen’s University, 

Kingston, Ontario 

K7L 3N6. 

Phone: (613) 545-6709 

or 1-800-361-2456 

Fax: (613) 545-2560. Ill 
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of the Government of Canada. 

All those associated with this 
publication are not responsible 

for errors or omissions. We may 
edit your contribution before 
publishing it. Where possible, 

we obtain permission from 
contributors before publication. 


Information Technology 
Community Management 
Program (ITCMP) 
L’Esplanade Laurier 

10th Floor, West Tower 
300 Laurier Ave. West 
Ottawa, Ontario K1A OR5 
Telephone: (613) 952-0299 
Fax: (613) 957-8700 


Newsletter 


The CI0’s Corner 


The Blueprint: Making it Happen 


It has been about a year since the 
Blueprint for Renewing Government 
Services was introduced to the 
Public Service . During that year 
many departments have imple- 
mented and orchestrated projects 
to support the principles and direc- 
tives of the Blueprint. It has been a 

_ year of learning, during which we 
received a great deal of feedback 
from the private sector, senior advi- 
sors, and the information tech- 

_ nology community. People wanted 
to see action, so implementing the 
plan became more urgent. 


One of the goals of the Blueprint 
was to form partnerships with other 


governments and the private sector. 


Although it has been a challenge, 
we are still committed to this key 
principle. 


An example of such a partnership 
can be found in Quebec, where we 
are negotiating with the UBI 
(Universal Bidirectional Interactivity) 
consortium to offer federal services, 
using their interactive television 


network. UBI will offer television 
and ticketing services, commercial 
services, and federal and provincial 
government services. It will enable 
us to provide a better quality of 
services to citizens at a lower cost 
to the taxpayers. 


Departments can no longer build or 
buy administrative solutions on their 
own. They realize it is more effective 
to find common solutions to 
common problems by sharing 
resources between departments. 
Of these resources, information is 
the one we should share most 
often. Information technology is 

an integral part of government 
operations and we in the public 
sector must consider information 

as a major resource, every bit 

as important as people, money, 
and equipment. 


The Blueprint is about conducting 
government business conveniently 
and cost-effectively. Information 
Technology will play a vital role in 
achieving that mission. 


ITAP at your finger tips ... 


Want to find out what the IT Assignment Program has to offer ? Very simple. 
Just connect to HR Connexions and you have direct access to the latest 
information on the Program. HR Connexions is a bilingual electronic bulletin 
board that you can access free of charge, 24 hours a day. The information 
can be found under the item “7 —- Community News, 5 — Career Management 


and Assignment Program”. 


To register to HR Connexion, please call the Help Line at (613) 957-7065. 


For more information on ITAP, please call Ginette Fillion at (613) 957-8521 Il 
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Informatics 
Infrastructure 
Funding 


January saw Treasury Board’s 
approval of the new Informatics 
Infrastructure Funding. The funding is 
a means of encouraging the creation 
of projects that will build the govern- 
ment-wide IT infrastructure envisioned 
in the government’s Blueprint for 
Renewing Government Services 
Using Information Technology. 


Total funding amounts to 60 million 
dollars from the Operating Reserve 
over four years or 15 million dollars 
per year, from 1995 to 1999. There is 
no carry over of unspent funds from 
one year to the next. 


Fifty to eighty per cent of the project 
costs will be covered by the spon- 
soring departments; the remainder of 
the funds will be “loaned” by the 
Informatics Infrastructure Funding. 
The loan is to be repaid in future 
years through agreed adjustments 

to departments’ reference levels. 


The federal government’s Chief 
Informatics Officer manages the fund, 
guided in part by senior interdepart- 
mental groups in the selection of 
projects for consideration by ministers 
via a Treasury Board submission. 

The two most important criteria for 
selection are: 


e the creation of an effective govern- 
ment-wide infrastructure; and 


e a solid business case. 


Departments are encouraged to 
propose projects suitable for funding 


under this initiative. Additional informa- 


tion may be obtained by calling Bob 
Weaver at (613) 957-4250, or by 
faxing him at (613) 957-8700. He can 
also be reached through his Internet 
address: Bob.Weaver@tbs- 
cts.x400.gc.ca. Ill 


Project — Update 


cue from Departments 


Three departments — Public Works 
and Government Services Canada, 
the Correctional Service Canada 
and the House of Commons — 
have taken the lead in pay and 
benefits re-engineering in the 
federal government. The govern- 
ment-wide initiative led by Treasury 
Board Secretariat (TBS), will build 
on the efforts of these departments. 


The project team from TBS has 
been working closely with the three 
departments to develop models of 
current and future pay and benefits 
business processes that can be 
applied across government. 


“The government-wide initiative is 
well under way,” says central 
project team leader, Conrad 
Thomas. “A project charter, vision 
and guiding principles, and an 
action plan have been developed 
in close consultation with 


Pay and Benefits Re-Engineering 


Government-Wide Re-engineering takes 


departments,” he adds. “These 
elements, in particular the vision 
statement Pay and benefits services 
will be client focused, cost effective, 
shared and integrated — will guide 
the re-engineering effort across 
government”. 


The central team has also success- 
fully completed a number of key 
activities leading up to the redesign 
of the pay and benefits processes. 
The team will conduct a series of 
workshops where departmental 
representative will participate in 

the development of future pay 

and benefit processes. 


À Re-engineering Information Line 
has been set up at (613) 941-9466 
to solicit questions and suggestions 
from members of the compensation 
community. 


IT: The People Challenge is now available through the following notice boards: 


ResSourceNet. After registering on the Treasury Board of Canada Information 
Network, dial the access number: (613) 957-7054. Information Technology 
professionals in TBS can contact the helpline at (613) 957-7065 or send a 
message to Maria Sabourin or Andrée Henri. 


National Defence, !SSC BBS. For information, call DIT CR-3-4-2 


Cary Honeywell at (613) 995-5886. 


IT: The People Challenge is also available on diskette from the ITCMP. 


An Action Plan 
for Retraining 


IT professionals and employers face 
important challenges when it comes 
to training and retraining. Two years 
ago, Employment & Immigration 
Canada (EIC, now Human Resources 
Development Canada) released a 
study which suggested that as many 
as half of Canada’s 100,000 IS 
(Information Systems) professionals 
may be obsolete because their skills 
— technical and interpersonal — 
haven't kept pace with the strategic 
directions of their organizations. But 
the same organizations which 
expressed concern about their obso- 
lete IT staff also revealed a lack of 
commitment to inservice training and 
education. 


Neglect of retraining in the area of 
information technology is like planting 
a time-activated bomb. There is no 
way for organizations to reap the 
return they want from their technology 
investment if they don’t make sure 
that the human resources are also 
upgraded. 


Technology developments like 
client/server, open systems UNIX, 
GUI, EDI, OOP, network manage- 
ment, and relational databases are 
being adopted to enable cross-func- 
tional work groups, remove layers of 
management, and share information 
across the enterprise. These develop- 
ments put the emphasis on the quality 
and skills of the people resource. 
Some experts maintain that the job of 
an IT professional is the fastest- 
changing job function in the entire 
workplace today. 


Partnerships and strategic alliances 
offer hopeful solutions to our retraining 
problems. The need for better linkages 
between educators and industry, 
amongst industry itself, and between 
government and industry, have been 
recognized. The Software Human 


Resource Council (SHRO) is based 
on a partnership concept. Established 
in response to the EIC study, the 
mission of the SHRC is to provide a 
forum enabling industry, workers, 
educators and government to take 
collaborative action to address the 
serious human resources issues 
facing technology workers in Canada. 


The time is right for employers, educa- 
tors and workers to step up to the 
retraining challenge. Organizations 
have no choice: they are not going 

to be able to find the skilled people 
they need elsewhere. And all IT 
professionals would like to keep their 
jobs. But first, workers and employers 
must overcome their complex patterns 
of barriers and habits, to implement 
new ways of working. 


What can each of us do? 


MANAGERS can take the following 
three actions right now. 


Realize that the workforce you’ve got 
is the one you’re going to have. Find 
creative ways to “re-use and recycle” 
your IT professionals, and equip them 
with the tools they need to support 
their IT business strategy. Stop seeing 
training as an overhead expense, but 
instead see it as an investment that will 
be far cheaper than salary wars for the 
declining number of new graduates. 


Instead of accepting high training-day 
costs, long training develooment 
cycles and non-responsive training 
providers, employers must use their 
power as the customer to define, and 
get, the style and type of training that 
best fits their own organization. In 
today’s economy, no vendor can 
afford to turn down potential business. 


| encourage organizations to keep in 
the loop with new collaborative initia- 
tives like the SHRC, and model on 
other organizations’ successes and 
case histories. Don’t be bound by 
mythologies like, “If | train, my 
competitors will hire them away.” 
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As INDIVIDUALS, there are 
three things you can do right now. 


See the writing on the wall and take 
responsibility for your own destiny. 
Pursue advanced education and 

skills upgrading opportunities to the 
maximum limit of your own personal 
resources, knowing that the payoff will 
be yours in the end. 


Pursue CIPS’ ISP certification, which 
is quickly going to become a norm for 
progressive organizations. The neces- 
sity of recertifying each year through 
100 hours of training and education 
gives ISP holders an added incentive 
to commit to lifelong learning. 


Commit to a can-do attitude and 
convince yourself and your peers that 
it is possible for “an old dog to learn 
new tricks.” Keeping your head down 
and focusing on COBOL is not a long- 
term strategy for career Success. 
Work hard to reduce resistance to 
new tools and techniques, and find 
ways to use them to empower you. 


People working in IT constitute the 
technology vanguard which will enable 
the future. We owe it to ourselves to 
be full participants in change, rather 
than anonymous bystanders. As John 
Lennon wrote, life is what happens 
while you’re making other plans. Plan 
to learn, and you will live well. HI 


By Anne McKague 


Anne McKague is President of 

Anne McKague & Associates, 

a communications and marketing 
consulting firm working primarily in the 
IT field. She is the Chair of the Software 
Human Resource Council, a national, 
joint government-industry body 
established to address human 
resources issues in the information 
technology sector. She is a member of 
ITAC and CIPS, is a popular speaker 
on issues of people, training and 
technology, and writes a monthly 
column on management issues 

for Computing Canada. 
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Exploring the idea of 
Continuing your Education? 


Are you a Public Service employee working 
in information technology? Looking for a way 
to complete or upgrade your education? 
Thinking about returning to full-time 
studies? If you have answered yes 
to any or all of these questions, then 
the Educational Leave/Co-op 
Replacement (EDCO) Program is for 
you! With EDCO, you can temporarily 
return to full-time studies and 
complete or continue an applicable 
university degree or diploma. 


EDCO provides your manager with a 
qualified co-op student to help with 
the workload while you are studying. 
As an EDCO participant, you are on temporary leave without pay and 
your department should pay you an allowance in accordance with its 
policy. EDCO will also reimburse the cost of books and tuition fees 
upon successful completion of your courses. 


How to go about it? 

=~» Prepare your study plan 

æ Discuss your study plan with your manager 

“> Obtain departmental approval for your educational leave 

=> Send your proposal to EDCO 
We are currently accepting proposals for the May-August 1995 and 
September- December 1995 academic sessions. If you are interested 
in the fall session submit your proposal by June 30, 1995. For more 
information, please contact Kimberly Eadie at (613) 952-3350 or 


Sylvie Guertin-Pagé at (613) 957-7228, Human Resources Branch, 
Treasury Board Secretariat. 


à EDCO 
AN OPPORTUNITY 


YOU WON'T WANT 
TO MISS! 


Professional 
Development 


Virtual Government 
— Internet Style 


The internet is coming to government. 
No matter how hard we try to escape 
the inevitable onslaught of the infor- 
mation hype-way, our clients will soon 
look for free and unfettered access to 
the outside world. While this may be a 
standards and security nightmare, it is 
also a major opportunity to radically 
change the way information tech- 
nology is perceived and managed 
within government. 


Internet’s attraction is strong. Millions 
of people can potentially contribute 
and share information; good ideas will 
be exchanged. The real draw, 
however, is the small group of 20 or 
so people who share similar ideas, 
work in identical situations or have 
answers to unique problems. Our 
clients are starting to see the power 
of Internet — discussing an issue with 
leaders in the field, tapping into and 
using distributed information — 
imagine the possibilities. 


Internet, however, doesn’t match 

the culture of government. By nature, 
government is a hierarchical organiza- 
tion functioning on linear lines of 
control. Employees engage in 
contracts and agreements with 
management to deliver goods and 
services. It is a top-down organization. 


In contrast, the Internet is based on 
collective standards and a community 
culture. No single voice dominates or 
controls. Rather, the collective voice 
is used to censor misbehavior and 
encourage collective management. 


“Anyone witnessing attempts to censor 


information on the ‘net realizes that 
one cannot control the network. The 
protocols and culture view censorship 
as a communication failure and route 
information around the blockage. 


Thanks to the ‘net, more sysops and 
Internet power-users know the inti- 
mate details of the Karla Homolka trial 
than members of the legal community. 
The Internet Engineering Task Force 
(IETF) standards process is another 
example of how collective, distributed 
cultures work. 


Individuals responsible for the Internet 
in various departments are starting to 
feel the clash of cultures. Users want 
access to the ‘net and the resources 
on it. Senior departmental managers 
want to maintain control over all input 
and output between departments and 
the outside world. How do we deal 
with the requirement to “run some- 
thing up the ladder” when the Internet 
culture expects an immediate answer? 
Can departments still have one voice 
when 500 executives and profes- 
sionals are plugged in? 


Nobody can predict the impacts of 
Internet. When the car was first intro- 
duced, a major concern was that they 
would scare horses. No one foresaw 
the true impact the car would have on 
society. The best we can do is 
prepare and keep an open mind. 


ox 


One trend is clear. We, as information 
technology professionals, will be 
caught in the middle of this conflict 
between hierarchy and distributed 
cultures. The pendulum of centraliza- 
tion and decentralization has been 
swinging back and forth through 
government for the last several 
decades. Through time, a trend has 
emerged. Centralization has been 
accepted where there are efficiencies 
and standards people can buy into; 
decentralization has been imple- 
mented where decisions and 
judgments are based on local or 
regional contexts. 


Internet and other distributed 
networks have no centralized authori- 
ties with defined structures and 
processes. Bureaucracy has not yet 
learned how to deal with this distrib- 
uted, organic organization. 


The Internet links everything — 
culture, authority, politics. In moving 
away from a perspective of controlling 
information technology, we can move 
toward a participative approach in 
supporting, educating and challenging 
clients to move into the interactive 
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world of Internet. Accountability for 
the networks and services will have to 
be shared with clients, while account- 
ability for content should rest with 

the client. 


We will see virtual managers emerge, 
trained to deal with issues crossing 
organizational and national bound- 
aries. Geography and organizational 
lines will be replaced by issues and 
areas of expertise. 


Currently, telecommuting pipelines 
between home and office are starting. 
In the future, virtual managers will 

use these same technologies to 
create multiple pipes to other regions, 
governments, universities, clients and 
databanks. Most of these links will 
reach outside the department and 
the Federal Government. The working 
organization will become more distrib- 
uted and interconnected with other 
organizations. It will become more 
informal and less hierarchical. 

The Internet will be the first step 

for facilitating. HI 


by Duncan Bailey 


If you: 


The IT Community Management Program (TCMP) is a network of highly motivated individuals committed to addressing 
the issues and concerns of the IT community. 


IT: The People Challenge newsletter is one of the ITCMP communication vehicles that is published quarterly and distributed 
to an of 12,000 members of the IT community. 


e have questions or comments about the ITCMP; 

e wish to receive other ITCMP products and services; 

° would like to contribute articles to /T: The People Challenge; 

e wish to publicize upcoming events in 1T: The People Challenge; 
e would like to join our working group; and/or 

e wish to receive our new, one-page monthly flyer /T: The People Challenge — HEADLINES available through x.400, 
please contact Michelle Boulet at (613) 952-8684. 


à 
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BOOK REVIEW 


Eating the 
Chocolate Elephant 


by Mark Youngblood 
Published by Micrografx Inc. 
335 pp. $24.95 


In today’s environment of rapid and 
ongoing change, every IT shop in 
government is feeling pressure to 
produce results. Departments and 
agencies are instructed to do more 
with less. It is clear that government 
organizations must not only cut 
expenditures but also provide their 
clients with faster, better service. 
These are tough challenges to meet, 
and IT shops all over the system are 
working hard to find better ways to 
provide service. 


But implementing change in any large 
organization can be a daunting 
process— there are all kinds of issues 
that must be considered and innumer- 
able ways in which things can go 
wrong. In Eating the Chocolate 
Elephant, Mark Youngblood discusses 
managing organizational change using 
the parable of the chocolate elephant. 
The prospect of eating 4,000 pounds 
of solid chocolate is something that 
not even the most obsessive choca- 
holic would want to contemplate. 
Many managers feel exactly the same 
way when faced with a situation 
where changes must be made— 

they know they have to do something, 
but they often have no idea where 

to begin. 


The focus of Eating the Chocolate 
Elephant is what Youngblood terms 
“Total Process Management”, a 
comprehensive and systematic 
approach to managing the improve- 
ment of business processes. 
Youngblood points out that in 

their search for better performance, 


organizations of all kinds have 
embraced concepts such as Business 
Process Reengineering, Total Quality 
Management, Employee 
Empowerment, Benchmarking and 
others. However the problem is that 
many organizations tend to look at 
these concepts in isolation and then 
try to implement them on an ad hoc 
basis, which limits the potential effec- 
tiveness of individual concepts. In 
contrast, Total Process Management _ 
is an integrated approach to process 
improvement which combines a 
variety of concepts to maximize their 
synergy and bottom-line impact. 


Eating the Chocolate Elephant notes 


that one of the biggest mistakes orga- 


nizations often make in managing 
change is trying to deal with complex 
problems using relatively simple solu- 
tions: reducing headcount, acquiring 
new technology and changing the 
organization structure. All of these 
may seem to produce short term 
results, but they rarely lead to any kind 
of change that can be sustained over 
the long term. Meaningful change can 
only be achieved through a combina- 
tion of Business Process Reinvention, 
which produces the rapid and signifi- - 
cant results associated with reengi- 
neering and Business Process _ 
Improvement which involves less 
dramatic, ongoing improvement 

over time. 


The key principle of successful change 
management is that it must focus on 
improving customer satisfaction. Too 
many change projects fail primarily 
because they cater to the organiza- 
tion’s own internal bureaucracy rather 
than to the customer. Every organiza- 
tion has four key levers to effect 
change: processes, which determine 
how work is done; systems, the tech- 
nologies used to manage information; 
structure, which defines the physical 
layout of the work and the organiza- 
tional structure; and people, meaning 


the organization’s skills, culture, 
performance measures and rewards. 


Eating the Chocolate Elephant defines 
the change process in five steps 
which will lead to meaningful perfor- 
mance improvements. The first step in 
the process is to evaluate the current 
environment. This involves getting a fix 
on what's really going on in the orga- 
nization, documenting the key 
processes, identifying where problems 
lie and prioritizing opportunities for 


_ improvement. 


Step two in the process is bench- 
marking, in which the organization 


_ compares itself to the “best in the 
class.” The benchmarking process is 


a detailed one. Organizations must 


_ think carefully about what will be 


benchmarked, how the information will 
be collected and analyzed and 


whether the benchmarking will be 


performed by in-house staff or outside 
consultants. A successful bench- 
marking program will provide the infor- 


“mation needed to set specific goals 


for performance improvement. 


The next stage involves setting 
customer-driven stretch goals. These 
are performance targets designed to 
stretch the organization's capability to 
provide better value to customers. 
Targets can be defined by three key 
factors: speed, cost, and quality. The 
overall purpose of these goals is to 
help everyone in the organization 
reach for new standards that are far 
beyond current performance. 


Aiming for the top of the mountain 
sounds great, but how do you actually 
get there? The answer lies in step four 
of Total Process Management — 
brainstorm innovations. This is the 
stage at which it becomes crucial 

to unlock the creative capabilities of 
the organization in order to come up 
with new ideas for doing things. 
Youngblood points out that two key 
conditions are essential for a 


Rapidly advancing technology has 
changed forever the way Canadians 
work, study, communicate and live. 
The emergence of Internet, Bulletin 
Boards, the electronic highway and 
home-based shopping will allow 
people to explore cyberspace from 
the comfort of their home or office. 
How will this change our work envi- 
ronment? How will we communicate 
with clients? How will we maintain 
current or improved levels of service 
with fewer resources? How do we 
as Information Technology profes- 
sionals restructure and revitalize 
ourselves and our organizations to 
meet these growing challenges during 
an era of restraint? In essence, how 
will we get there from here? 


Professional Development Week 
(PDW) 1995 will address the 
challenges of keeping up with rapid 


successful brainstorming exercise: 
you must start with a clear vision of 
the “ideal” situation you want to 
achieve; and the brainstorming itself 
must be totally candid and uninhib- 
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DPI — Professional Development Week : 
“MAKING I.T. HAPPEN” 


change and will offer sessions on 
retooling the Government of Canada 
Information Technology infrastruc- 
ture. Three streams dealing with 
retooling are offered this year: 


e Technical infrastructure 
(networks, common systems, 
etc.) 


e |T Professionals (skills sets, 
career path, the continuous 
learning organization) 


e Management infrastructure 


How Information Technology 
professionals build systems, 
networks and user interfaces will 
have to change. Real world case 
studies will provide an insight into 
the progress companies and 
governments around the world 
have made. 


everyone that change is for real and 
not just another public relations exer- 
cise that leads nowhere. The key to 
successful implementation lies in 
developing specific change projects 


Join us to explore the latest 
developments in: 


Date: 


Technology: Hardware 
& Software development, 
networking and communications 


Organizational Design: 
The needs of the Electronic 
Highway of the future 


Management: Delivery of 
the Government of Canada 
Technological Infrastructure 


Training: Continuous Learning 
environment 


May 30 to June 1 


Location: Ottawa 


Cost: 


$125 (members) 
$150 (non-members) 


For more information, 
please contact Colin Stout 
at (613) 837-4121. 


lead to rewards, such as better orga- 
nizational performance and improved 
employee morale, they are well 

worth the effort. The main thing 

to remember is that you must have a 


plan, you have to go into the change 
process with clear goals in mind and 
follow a well-thought-out course of 
action to achieve the desired results. 
Eating the Chocolate Elephant 
provides you with a logical, easy-to- 
understand framework to implement 
change in your organization. Ill 


with well-defined action plans that 
are monitored by clear performance 
criteria. If these pilot projects can 
be made operational, they will pave 
the way for implementing 

change throughout the rest of the 
organization. 


ited. The key is to get all kinds of 
ideas — even the most outlandish — 
on the table, and start to evaluate 
them only after the creative process 
has been exhausted. 


The final challenge in the process is 
implementing the innovations. By this 
point you know what you want to do 
and the goal is to make the change 
process work. Managing the imple- 
mentation phase is particularly impor- 
tant because you want to convey to 


Managing change is one of the most 
important challenges that every 
government IT shop faces both now 
and in the future. It’s never an easy 
process, but when change projects 


Eating the Chocolate Elephant may 
be ordered from Micrografx Inc. by 
calling 1-800-465-2266. 
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Information-lnnovation: 


TAKING IT TO THE LIMIT 


The national board of the Canadian 
Information Processing Society 
(CIPS) will hold its annual confer- 
ence June 5-9 in Winnipeg. The 
theme of INFORMATICS ‘95 will be 
“INFORMATION-INNOVATION: 
TAKING IT TO THE LIMIT”. This 
theme demonstrates the broad 
scope of the conference, which is 
designed to appeal to all informa- 
tion technology suppliers and users. 


The greatest challenge facing infor- 
mation technology professionals 
today is to remain current in an 
uncertain, dynamic field. As 


The Info Tech Audit ‘95 program looks very exciting 
with excellent speakers from across North America. 
Attendees will have their choice from four streams of 
over sixty top flight presentations to choose from. 
Professional Development Week will provide five 
tutorials, three days of conference, a trade show and 


telecommunications and informa- 
tion systems merge information 
technology become increasingly 
complex. As rapidly changing infor- 
mation technology bombards us 
with new and improved tools and 
services we must rethink and 
reshape traditional rules. To main- 
tain a competitive advantage in the 
business world it is necessary to be 
innovative. Information technology 
is key to innovation, so under- 
standing it becomes crucial. 


INFORMATICS ‘95 is for people 
who want to learn about the latest 


Sms” his 7 the reality 
Professional DE ee Week 


May 16 - 19, 1995 
National Arts Centre, 
Ottawa Canada 


information technology innovations, 
trends and methods. Keynote 
speakers will include: Julie Payette, 
space shuttle astronaut; Frank 
Ogden, known as “Dr. Tomorrow”; 
Dr. Lance Secretan, a well-known 
entrepreneur; Douglas J. Burgum, 
president and CEO of Great Plains 
Software; and Joe Macinnis, scien- 
tist and explorer. 


For further information, please call 
1-800-INWPG9Q5 or e-mail at 
info@info95.mbnet.mb.ca 


This Professional Development Week includes; all 
four days at the National Arts Centre including meals, 
with over 60 presentations by leading professionals 
for the advance price of only $450 cdn. 


Information and Programmes 


vendor presentation stream, a reception and the Awards 
of Excellence presentations. The Program is packed 

ful of expert and leading practitioners from the fields of 
audit, IT, management and security. You won't find a 
better program anywhere! Info Tech Audit ‘95 promises 
to be the event of the year for many professionals. 


Telephone (613) 957-7042 


Fax (613) 734-8885 


Address Info Tech Audit ‘95 
P.O. Box 2790 Station “D” 
Ottawa, Ontario Canada K1P 5W8 
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The Current State of IT Skills 


Adaptation of an article which 
appeared in Computing Canada, 
May 1995. 


Four years ago, a number of expert 
studies came to the conclusion that 
the average IT worker was obsolete. 
The skills of typical, hardworking mid- 
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career IT professionals had not kept 
pace with their organizations’ tech- 
nology environment. Like the majority 
of Canadian workers, IT workers had 
not received enough in-service training 
to keep up, and their employers were 
probably getting ready to give them 
the boot in favour of cheaper, entry- 
level people with more recent skills. 


Where is that typical IT professional 
today, and has anything changed? 


During the last four years, there has 
been a lot of discussion and activity in 
the area of upgrading the skills of soft- 
ware professionals. The Software 
Human Resources Council (SHRC) 
has brought industry and government 
together to co-fund large-scale 
retraining projects. The Institute for 
Government Informatics Professionals 
(Institute) was formed to focus on 
keeping IT workers in the Public 
Service up to date. Computer-based 
multimedia training has taken off in 

a big way. 


However, none of these initiatives 
could stop the inevitable restructuring 
and downsizing that has taken place in 
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the IT departments of large Canadian 
businesses. As a long-time Canadian 
Information Processing Society (CIPS) 
member, | witnessed job losses on a 
massive scale amongst friends and 
acquaintances. Many were stunned to 
become statistics in management’s 
relentless drive for higher productivity 
and enhanced margins. 


My subjective impression of job losses 
among IT professionals is borne out by 
a recent study commissioned by the 
SHRC to update the figures of the 
seminal 1991 study entitled Software 
and National Competitiveness. The 
new study confirms a massive shift in 
software employment. From 1991's 
headcount of 100,000 in-house IT 
workers versus 50,000 in the software 
industry itself, 1995 finds the numbers 
shifted to 55,000 in-house and 
120,000 in software, a virtual reversal 
in polarity. (It should be noted that 
here, “software industry” includes IT 
consulting and service organizations.) 


Not all the average IT professionals 
were able to shift over to the software 
industry, to consulting organizations or 
to their own start-up businesses. 


Cont’d on page 2 


Gouvernement 
du Canada 


Government 
of Canada 


iv 


® 


hd | 


Canada 


Many have had to seek alternative 
employment in diverse fields. Some 
have gone back to school to try to 
pick up the new skills which seem so 
much in demand. Sadly, many remain 
long-term unemployed. 


The job shift in technology probably 
isn’t over, and there are lots of prob- 
lems out there. Many people in the 
federal government are still waiting 
anxiously to discover their fate. While 
there is no insurance against down- 
sizing, up-graded skill sets are still the 
surest way to make oneself most 
marketable if a layoff comes. 


Ideally, this issue should be addressed 
on three levels. 


First, employers still have a lot to 
answer for in this country. Every 
corporate annual report talks about 
the company’s commitment to its 
people, who are always cited 
lovingly as “forming the lifeblood of 
this organization.” 


However, most companies still need a 
transfusion in terms of the way they 
treat this lifeblood. The investment of 
real dollars in ongoing in-service 
development is simply not forth- 
coming. In fact most training depart- 
ments have been downsized along 
with everything else, and the training 
budgets have been slashed. Yet 
demographic trends show us that 
inevitably, the stream of young new 
workers will turn to a trickle and then 
to virtually nothing. Upgrading existing 
workers is already, and will continue to 
be, more cost-effective than recruiting 
from a dwindling resource base. 


Secondly, IT in-house workers, the 
potential obsolete, still have to take 
more ownership of their problems. If 
nothing else, the last four years should 
have taught them that they can only 
rely on themselves for continuous 
improvement. Perhaps employers 
“ought” to do it, but they don’t and 
investing one’s Own money and time 
in skills upgrading is probably less 
onerous than being out of work, and 
makes getting another job more likely. 


Thirdly, partnerships between 
employers, government and educa- 
tors need to continue to grow. The 
Institute, for example, works with a 
private sector advisory boards to 
understand which skills might make 
government IT professionals more 
attractive to industry, if that shift 
becomes necessary. Under SHRC 
programs, companies work with 
universities and training providers to 
develop and deliver leading-edge 
curricula in innovative ways. But the 
companies taking advantage of 
these and other programs are the 
exceptions, not the rule. 


IT workers, this is your last wake-up 
call. If you’re not already on the street, 
better get a roadmap. 


by Anne McKague 


Anne McKague is president of 

Anne McKague & Associates, a 
marketing and communications 
consulting firm based in Port Hope, 
Ontario, specializing in technology- 
related businesses. She can be 
reached by fax at (905) 885-1638. III 


Software Exchange Service (SES) 


With an inventory of over 275 
government-owned software prod- 
ucts and related documents 
donated by government organiza- 
tions, the SES, operated by the 
Government Telecommunications 
and Informatics Service of Public 
Works and Government Services 
Canada, coordinates user groups, 
product demonstrations and 
presentations, and advises groups 
interested in sharing working tools. 


The SES products and services are 
available from and for use by federal 
and provincial government depart- 
ments, agencies, Crown corporations 
and other levels of government. A 
catalogue of current products is avail- 
able in hard copy and on diskette. To 
browse or download the electronic 
catalogue, make requests and leave 
messages 24 hours a day, you can 
call the SES bulletin board service 

at (819) 956-7061. 


Clients on the mailing list receive the 
SES newsletter Give and Take, and 
announcements of upcoming 
events, new products and other 
topics of interest. 


For further information, 


call (819) 956-4988. III 


Growth in Technology Use 


This article was written by Bruce Little of 
the Globe and Mail on March 21, 1995. 


Technology Adoption in Canadian 
Manufacturing, catalogue 88-512 by 
John Baldwin and David Sabourin of 
Statistics Canada is the first of three 
publications based on the recent 
Survey of Innovation and Advanced 
Technology. The two other 
publications will be released in the 
fall of 1995. 


“Canada’s manufacturers have fallen 

in love with advanced technology that 
helps them run their factories. Plants 
that use at least one kind of high-te 
aid in their operations accounted fo 
81 per cent of manufacturing 
shipments in 1998, according to a 
Statistics Canada survey. 


And there is clear evidence that the 
popularity of such gizmos is 
exploding. Almost one-third of the 
factories involved in the survey used 
least 10 different technologies in 
1993. By now, if all followed throug 
on their 1993 plans, 49 per cent of 
factories are in that category. 


The number of companies using at 
least one form of advanced tec 
nology wasn’t expected to gro 
between 1993 and 1995 - rising 
to 84 per cent from 81 per cent. The 
real growth is from factories that are 


rapidly expanding their use of multiple” 


technologies. a 


Statscan surveyed 2,531 plants and 
weighted the results according to 
shipments, automatically giving 
greater importance to the big estab- 
lishments that comprised two-thirds of 
the sample. It asked the companies if 
they were using - or planned to use 
within the next two years - any of 22 
different advanced technologies. 


Computer-aided design and engi- 
neering (CAD/CAE) constituted the 
single most popular kind of high-tech 
gear; almost 61 per cent of establish- 


(cat. 88-51 2) Statscan < 
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But the hottest items on the 
manufacturers’ wish list — the ones 
they planned to buy between 

1993 and 1995 - were even more 
advanced. One-fifth of Canadian 
plants were planning to add artificial 
intelligence (Al) systems. The same 
proportion said they would be buying 
intercompany computer network 
(ICCN) equipment. 


Intercompany computer network 
systems, which connect factories with 
their subcontractors, suppliers and 
customers, lie at the heart of 
electronic data interchange (EDI) 
methods that are popular with compa- 
nies trying to cut costs. Al refers to 
machines that can learn from experi- 
ence; they are very much a leading- 
edge form of technology. 


Manufacturers increased their output 
by 7.7 per cent in 1994, but expanded 
their workforce by 2.9 per cent. Their 
passion for high-tech machines is 

one reason.” 


For more information on this topic 
please call David Sabourin at 
(613) 951-3735 or Valerie Thibault 


à at (613) 951-1804, or fax them 


tt (613) 951-5403. Il 
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Editorial Policy 
This publication is produced under 
the auspices of the Information 
Technology Community Manage- 
ment Program. The opinions 
expressed are those of the authors 
and may not necessarily reflect 
official views or policy decisions 

of the Government of Canada. 

All those associated with this 
publication are not responsible 

for errors or omissions. We may 
edit your contribution before 
publishing it. Where possible, 

we obtain permission from 
contributors before publication. _ 
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Computer Systems (CS) Training Program 


In the fall of 1998, Correctional Service 


Canada (CSC) faced major budget 
reductions. A workforce analysis 
revealed that the demand for tech- 
nology had increased dramatically, the 
need for traditional support staff had 
decreased, and support staff 

would be significantly affected by 
departmental reductions. This resulted 
in a departmental review which 
prompted management to implement 
a new organizational structure and 
adopt a new operating philosophy. 


A human resources strategy 
presented measures to assist staff 
with their employment strategies and 
help them better respond to the 
changing work environment. One 
measure was to develop and imple- 
ment the CS Training Program to 
provide staff in vulnerable positions 
with the skills and knowledge needed 
to make them more marketable. 


Senior managers fully supported the 
program which began in April 1995. 
Developed by CSC in cooperation 
with the Institute for Government 
Informatics professionals, Public 
Works and Government Services 
Canada, the program is open to 
administrative support or junior offi- 
cers in indeterminate positions at 
CSC’s national headquarters. 


Although it was difficult to predict at 
the outset of the program the number 
of employees that would qualify, 


management decided to support 

11 employees who demonstrated the 
potential to succeed. The cost per 
participant varied according to 
individual needs, and training plans 
were adjusted to reflect the 
employees’ existing competencies. 


For 15 to 18 months, staff participate 
in the program full time receiving 
approximately 1 1/2 days per week 
of in-class training and lectures 

and 3 1/2 days of directed work 
assignments. After completing the 
program, successful participants can 
compete within, and outside the 
department, for positions in the field 
of technology. 


Participants are not guaranteed a CS 
position when they complete the 
program, but do receive an 
Operational Conversion Certificate 
allowing them to compete for Client 
User Support positions. The CSC 
conducts an internal anticipatory 
staffing process at the end of the 
program placing the names of 
successful candidates on an eligibility 
list. The Public Service Commission 
also places their names in its external 
recruitment inventory and markets 
the candidates for positions in 
federal departments. 


For more information on the 
CS Training Program, 

call Marguerite Fortin at 
(613) 992-8424. Ill 


by Marguerite Fortin, CSC 


BOOK REVIEW: The Discipline of Market Leaders 


by Michael Treacey and Fred Wiersema 


In a highly competitive and rapidly 
changing world, some companies 
consistently outperform their competi- 
tors. Year after year, these organiza- 
tions set standards of excellence 
which elude other companies in their 
industry. In any business you’ll see 
them - companies so strong , so 
successful, that their market leader- 
ship seems more than a bit awesome 
to the casual observer - and 
downright scary to people who 

work for a competitor. 


So what's the secret of their success? 
In a word, focus. In The Discipline of 
Market Leaders, Michael Treacey and 
Fred Wiersema contend that compa- 
nies that can maintain exceptional 
performance over a sustained period 
of time can do so because they pick a 
clear game plan and stick with it. The 
tendency in typical organizations is to 
try to do everything well, a strategy 
meaning the organization will excel at 
nothing, and most probably turn in a 
mediocre overall performance. 


Market leading companies, on the 
other hand, are willing to make some 
trade-offs. They succeed by under- 
standing what matters most to their 
customers and doing that exception- 
ally well. Treacey and Wiersema 
contend that every company which 
dominates its industry does so 
because it is willing to sacrifice perfor- 
mance in secondary areas to focus 
resources on achieving excellence in 
the one or two areas that will impress 
the customer. 


The Discipline of Market Leaders 
identifies three distinct types of 
strategies winning companies have 
used to move to the forefront of 
their industries: 


Operational Excellence: These 
companies focus on excellence in 
implementation. They succeed by 
being faster, less expensive, and more 
efficient than their competitors. 
Operationally excellent companies run 
with a discipline that would be the 
envy of an elite military unit: they 
invariably rely on tightly defined poli- 
cies and procedures and highly moti- 
vated employee teams to get the job 
done. They maintain their market 
dominance by perpetually looking for 
ways to cut costs, streamline 
processes, and improve efficiencies. 
Examples of operationally excellent 
companies are Federal Express, 

Wal Mart, and McDonalds. 


Product Leadership: Got a better 
idea? Product leading companies will 
welcome you with open arms. These 
companies focus on excellence in 
innovation. Their success lies in an 
uncanny ability to think ahead of the 
market, identify and define emerging 
customer preferences, and consis- 
tently beat the competition by intro- 
ducing new cutting edge products 
and services. Product leading compa- 
nies attract bright and highly creative 
people who'll come up with a million 
off-the-wall ideas in search of the one 
new concept that wins big. Johnson 
and Johnson, Microsoft and Nike are 
good examples of product leaders. 


Newsletter 


Consumer Intimacy: You don’t always 
need the lowest prices or the newest 
products to be successful. In many 
businesses, the key to success hinges 
on developing long-term relationships 
with customers. Companies that use 
the customer intimacy strategy focus 
on providing value. Their success 
stems from building and retaining 
customer loyalty by taking the time to 
understand customer needs and 
providing the best solutions to 
customers’ problems. Customer-inti- 
mate companies often see themselves 
as being partners with, rather than 
suppliers to, their customers. They are 
willing to help achieve results, and 
they tie their own business success to 
that of their customers. Treacey and 
Wiersema cite IBM as an example of a 
company that owes much of Its early 
success to customer intimacy. 


What does all of this mean for govern- 
ment IT shops? Plenty. At a time when 
bottom-line accountability is becoming 
the norm, where more and more 
shops are expected to prove they can 
operate successfully as freestanding 
businesses, and where no one can 
count on having a captive market, the 
rules of the game are changing 
dramatically. IT managers must stop 
thinking like administrators and start 
acting like entrepreneurs. They must 
demonstrate that their organizations 
can provide tangible value-added 
value to clients. By clearly focusing on 
how you will serve your clients, you 
will likely develop a game plan that will 
get you where you want to go. The 
Discipline of Market Leaders gives 
insight into how the champions stay at 
the front of the pack. Ill 


by Mike Kennedy 


Information Peon (IT) a pee Communities! in the Pode 
mation management (IM) are catchy Government.” Doug Redden of the 
buzzwords, but what do they mean? x 
Who works in IT and IM and what 

skills do they have? How often do IT 
and IM workers upgrade their skills? _ 


If you would like the answers to . iE ae ane : a ce rT oF MO 
these and other IT and IM questions, ployees who are pa 2 in Government \ 
and IM communities. 


come to Technology in Government . Sonia Salah, Treasury B oard 
Week (GTEC) on September 11 and Questions in the : ver topics Secretariat, at (613) 952-8684. 
be sure to attend “Profiling the ding job types, mobility patterns, _ 
Future: A Survey of IT/IM nd the kinds of As IT and» 


Blueprint Update 


In an effort to communicate to So far, the media has responded posi- For information on the Blueprint in 
Canadians some of the Blueprint related _ tively to the Blueprint in Action series, Action sheets, please call Sonia Salah 
initiatives currently. under “a within the and many Pas nue + at 952-8684. 


For information about the 
RésSourceNet Blueprint site, contact 
Andreé Henri at 957-7024. Ill 


lights a project Lei a ate now Availablé on TBS’s 
departments are sit ASS to ResSourcenet Future pete involve 


a lower cost. 


Auditing of Information Management and Technology 


New on the shelf is the Office of the This publication presents control and the risk associated with information 
Auditor General of Canada’s Auditing value-for-money audit objectives to systems and when planning the audit 


of Information Management and help auditors determine the of an information management 
Technology, a guide for information significance of IT findings and scope services section. 


management and information audits. Consult the guide when 
technology auditors. reviewing information systems related 
to program audits, when evaluating 


Call (613) 952-0213 to request a 
field-testing draft. Il 
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EDCO | 
Education Leave / CO-OP Replacement Program 


Are you EDCO 
A Public Service employee? AN OPPORTUNITY 


Working in information 


technology? YOU WON'T WANT 


Trying to upgrade or complete your study program? 10 MISS / 


EDCO 


e Helps you return to full-time studies 
e Reimburses your books and tuition fees 
e Supplies your manager with a qualified co-op student replacement 


5. "a = 
What S in It for you NU rofessiona 
° Enhanced skills Development 
e Diversified experience 
e Increased mobility 

For more information, please call Professional Development at (613) 952-3337. 


IT: The People Challenge is now available through the following notice boards: 


RésSourceNet. After registering on the Treasury Board of Canada Information Network, dial the access number: 
(613) 957-7054. Information Technology professionals in TBS can contact the helpline at (613) 957-7065 or send a 
message to Maria Sabourin or Andrée Henri. 


National Defence, ISSC BBS. For information, call DIT CR-3-4-2 Cary Honeywell at (613) 995-5886. 


It: The People Challenge is also available on diskette from the ITCMP. 


The IT Community Management Program (ITCMP) is a network of highly motivated individuals committed to addressing the issues 
and concerns of the IT community. 


IT: The People Challenge newsletter is one of the ITCMP communication vehicles that is published quarterly and distributed 
to an estimated 12,000 members of the IT community. 


If you: 

e have questions or comments about the ITCMP; 

° wish to receive other ITCMP products and services; 

° would like to contribute articles to IT: The People Challenge: 

e wish to publicize upcoming events in IT: The People Challenge; 
° would like to join our working group; and/or 


° wish to receive our new, one-page monthly flyer /T; The People Challenge — HEADLINES available through x.400, 
please contact Sonia Salah at (613) 952-8684. 


The Innovation and Quality Exchange (IQE): 
Sharing our Successes 


Users in all levels of government from 
across Canada and throughout the 
world can exchange effective and 
proven business practices and ideas 
on the IQE, a prototype of an 
electronic bulletin board of innovative 
and quality initiatives. 


A team of employees from several 
federal departments developed this 
electronic repository, accessed 
through the Treasury Board 
Secretariat’s home page on the 
Internet (see address at the end of this 
article). Quality issues on the IQE 
range from business re-engineering 
and service standards, to returns on 


information Technology Assignment Program (ITAP) 


Did you know that since ITAP’s birth, 
there have been 125 successfully 
negotiated regional and foreign 
assignments, as well as over 350 
requests from managers for referrals, 
and about 50 to 60 active requests for 
resources at any given time? What's 
even more interesting is that word of 
mouth has been the best means of 
advertising ITAP! 


In the last six months, ITAP has 
picked up tremendous speed and is 
expected to accelerate even more in 
the months to come. Why? Because 
of the benefits to participants and 
managers. On ITAP assignments 
employees develop new skills, take on 
new opportunities, gain experience, 
and prepare for future positions. And 
managers find ITAP a practical alter- 
native to hiring consultants. All it takes 
is acall to ITAP and a brief description 


investment on service renewal and 
performance measurements. 


Entries are written in Summary form 
and laid out in a standard format. 
They describe how a particular initia- 
tive helped an organization to work 
better and reduce costs; identify the 
clients, partners and consultants 
involved; address security issues 
encountered; report on the timeframe 
and progress of implementation; and 
describe technology’s role in 
supporting the initiative. Finally, 

each IQE entry provides the 
initiative’s measurable results, costs 
and benefits. 


of the resource needed, and ITAP 
makes all the arrangements. 


“| think ITAP offers a super opportunity 
to reach out and learn,” says Keldine 
Fitzgerald, one of ITAP’s successful 
participants. Until registering with 
ITAP, Keldine felt stagnant in her CS 
position. Participating on two assign- 
ments gave her the opportunity to do 
what she enjoys doing most: drafting 
policy standards. Commenting on the 
new cultures and work environments 
that ITAP assignments provide, 
Keldine says “although you have 
short-term adjustments to make to the 
different culture, you also get long- 
term benefits from having learned 
those different cultures.” 


The future looks bright at ITAP. 
Ginette Fillion, ITAP Career 
Management Advisor, is currently 


w 


Search capabilities in the IQE are 
organized along 12 business lines 
allowing readers to browse through a 
series of entries related to a common 
theme or topic. Each entry also has 
the contact person’s name for 
readers seeking more information 

on the initiative. 


Readers are welcome to submit new 
entries electronically and browse the 
IQE through the Treasury Board 
Secretariat’s home page located at: 
http:\\www.tbs-sct.gc.ca. Ill 


by Adel Shalaby and Daryl Thomson 


working with regional 
contacts to extend the 
program into the regions, to 
provide assignments to individ- 
uals in areas that lack IT job 
opportunities. 


For further infor- 
mation about 
ITAP, please 
call Ginette Fillion at 
(613) 957-8521, by fax 
at (613) 957-8700, or by 
e-mail at C=ca; 
A=govmt.canada; 
P=gc+tbs.cts; S=fillion; 
G=ginette. III 
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